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8  Federal  CIO 
Vivek  Kundra 

calls  on  Washing¬ 
ton  to  modernize 
government  IT 

systems.  |  Chasing 
the  latest  IT  fash¬ 
ions  yields  some  benefits,  but  it 

doesn’t  help  the  bottom  line, 

according  to  a  new  study. 

10  A  fledgling  industry  group  hopes 
to  apply  open-source  principles 

to  data  center  design  and 

construction.  I  FBI  agents  are 
on  the  hunt  for  cybercrooks  in 

Eastern  Europe. 
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12  Outsourcing  Deal  Gives 
P&G  Clout  With  HP  Execs. 

Procter  &  Gamble  executives  meet 
regularly  with  their  counterparts  at 
Hewlett-Packard  to  make  sure  the 
companies'  10-year,  $3  billion  out¬ 
sourcing  pact  benefits  both  parties. 


16  Budget  Cuts 
Push  Some  to 
Embrace  Cloud 
Computing. 

Some  IT  managers 
see  hosted  systems  as  a  cost- 
effective  means  of  providing  ser¬ 
vices  during  the  downturn. 
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32  E-mail  might  have  been  left  for 
dead,  says  Preston  Gralla,  but 

companies  like  Microsoft  and  Google 
hope  to  revive  it. 

42  Paul  M.  Ingevaldson  thinks 
technology  will  always  play  a  key  role 
in  the  economy,  but  he’s  concerned 
that  we  might  outsource  all  the  exper¬ 
tise  needed  to  get  the  most  out  of  it. 

48  Sure,  users  can  be  annoying, 
writes  Frank  Hayes,  but  they  are 
also  IT’s  first  line  of  defense  against 
emblems  that  they  are  more  likely  to 
notice  than  we  are.  . 


DEPARTMENTS 

18  The  Grill:  CIO  Manesh  Patel 

went  after  tidy  savings  in  the  cloud 
by  targeting  the  application  most 
employees  don’t  want  you  to  touch: 
e-mail. 


40  Security  Manager’s 
Journal:  BYOPC  Won’t 
Be  a  Party  for  Secu¬ 
rity.  If  employees  brought 
their  own  PCs  to  work,  se¬ 
curity  issues  could  multiply. 


44  Career 
Watch:  At  least 
one  segment 
of  the  economy 
has  kept  on  hir¬ 
ing  throughout 
the  recession:  the  U.S.  government. 


46  Shark  Tank:  Pilot  fish  was  laid 
off  in  a  cost-cutting  move  six  months 
ago.  Now  he  gets  a  call  to  help  out 
his  former  employer  with  a  nonfunc¬ 
tioning  printer.  Guess  how  much 
they  spent  in  three  weeks 
dealing  with  that  small 
problem? 
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22  Automating 
The  Data  Store 

Storage  Spotlight:  Smart  technology  can  automatically 
allocate  data  to  the  most  cost-effective  storage  tier. 

But  will  it  work  for  you? 

28  2015:  Who  Will 
Run  the  Data  Store? 

Storage  Spotlight:  New  technologies  promise  to  change 
the  way  storage  administrators  do  their  jobs.  As  data 
storage  becomes  more  automated,  will  the  skills  of  to¬ 
day’s  typical  storage  administrator  become  less  valuable? 

34  Help  Desks 
Under  Pressure 

Hit  hard  by  the  recession,  corpo¬ 
rate  help  desks  are  understaffed 
and  overworked,  but  employees 
are  learning  new  skills  that  could 
pay  off  down  the  road. 

38  Developing 
Your  IT  Road  Map 

Here’s  advice  on  how  to  start  closing 
the  gap  between  the  current  state  of 
your  IT  systems  and  where  the  busi¬ 
ness  wants  to  go. 
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RESPONSES  TO: 

Certifications  Are 
No  Longer  Optional 

March  8, 2010 


Unfortunately,  Bart  Perkins’  article 
is  correct:  Eventually,  “certified” 
will  be  synonymous  with  “em¬ 
ployable.”  The  reason  is  pure  and 
simple:  the  HR  department.  Which 
department  creates  impossible 
job  descriptions  for  absurdly  low 
salaries?  Which  one  usually  takes 
the  lead  in  filtering,  screening  and 
interviewing  job  candidates?  Both 
times,  it’s  HR. 

IT  certifications  are  quick  and 
easy  items  for  HR  lackeys  to  un¬ 
derstand  and  find  on  a  resume.  The 
typical  HR  department  today  sim¬ 
ply  lacks  the  time  and  intelligence 
to  know  what  these  certifications 
mean,  what  they  cover  or  if  they  are 
of  any  actual  value.  But  it  has  been 
my  experience  that  the  guy  who 
doesn’t  have  the  IT  certification 
usually  can  do  the  job  better  than 
the  guy  with  the  IT  certification. 

■  Submitted  by:  Joe  S 

I  don’t  think  having  a  certification 
or  two  is  a  bad  thing,  but  it  can  get 
out  of  hand.  The  PMP  is  worth¬ 
while  for  project  managers,  as  are 
one  or  two  major  certifications 
for  security  people  and  several  for 
network  experts.  It  gets  a  bit  more 
dicey  in  application  development. 
Far  too  often,  companies  have  been 
burned  because  some  developer 
with  a  boatload  of  certifications  had 
not  much  else  to  offer. 

But  experienced  developers 
shouldn’t  just  stick  their  heads 
in  the  sand  and  say  things  like, 

“I’m  too  busy  actually  working  to 
worry  about  certification.”  At  some 
point,  your  degree  and  experience 
don’t  mean  as  much  as  what  new 
language  you  know.  Yes,  knowing 
how  to  write  good,  stable  software 
is  what  ultimately  will  keep  you 
in  a  job,  but  sometimes  you  may 
need  the  certification  just  to  garner 
consideration  for  the  job.  It’s  a  good 
idea  to  stay  current  in  the  technolo¬ 


gies  that  keep  you  employed,  and 
getting  a  certification  in  a  new  tech¬ 
nology  is  a  way  to  bridge  the  gap 
between  what  you  already  know 
and  what  you  want  to  learn. 

■  Submitted  by:  VeteranDeveloper 

RESPONSES  TO: 

IT  Gives  Windows  7 
The  Green  Light 

March  9, 2010 

According  to  the  article,  Windows 
XP  is  “an  outdated,  eight-and-a- 
half-year-old  operating  system  that 
should  have  passed  into  the  high- 
tech  fossil  record  long  ago.” 

This  is  one  of  the  reasons  the  IT 
industry  is  going  to  hell  in  a  hand- 
basket,  when  Computer-world,  buys 
into  the  lie  that  a  piece  of  software 
that’s  been  around  for  a  while  is 
useless.  The  drive  for  newer,  better, 
faster  has  turned  into  newer,  worse, 
slower  as  software  companies  com¬ 
promise  quality  for  higher  version 
numbers.  The  “old  software  is  junk” 
lie  allows  the  software  makers  to 
sell  you  new  versions  instead  of  fix¬ 
ing  or  updating  what  you’ve  already 
purchased. 

■  Submitted  by:  Anonymous 

In  reality,  if  a  company  wants 
support  from  Microsoft,  it  has 
no  choice  but  to  start  planning 
a  changeover  to  Windows  7.  It’s 
either  that  or  move  off  of  the  Win¬ 
dows  platform. 

■  Submitted  by:  Richard 

Clearly,  Windows  XP  is  a  very  old 
operating  system  at  this  point.  It 
can’t  support  many  new  features 
and  technologies. 

Most  companies  I  spoke  with 
certainly  felt  that  they’d  gotten  their 
value  out  of  XP  at  this  point  and 
would  like  to  move  forward. 

■  Submitted  by:  Robert  L.  Mitchell, 
author  of  the  article 


JOIN  THE  CHATTER!  You,  too,  can 
comment  directly  on  our  stories, 

at  computerworld.com. 
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Do  MORE  For  Less 


[Actual  Size] 


High 

Performance 


Reliability 


Green  IT 


Build  a  better  storage  system  for  less 

Introducing  enterprise-class  storage  the  size  of 
a  deck  of  cards.  Pliant  Technology  designs  and 
develops  Enterprise  Flash  Drives  (EFDs),  a  new 
class  of  ultra-high  performance,  SAS  solid  state 
data  storage  drives  that  meet  the  demanding  per¬ 
formance  and  reliability  needs  of  data  centers  and 
other  high  performance  computing  environments. 


with  a  few  Pliant  Lightning  Enterprise  Flash  Drives 
(EFDs),  data  centers  can  realize  significant  cost 
savings  and  improved  performance  flexibility, 
while  substantially  reducing  capital,  space  and 
energy  requirements.  In  addition,  Lightning  EFDs 
fit  into  existing  infrastructures  without  requiring 
changes  to  current  storage  management  solu¬ 
tions.  Visit  www.plianttechnology.com  for  more. 


Many  managers  are  tasked  with  the  impossible- 
satisfying  IT  system  performance  demands 
without  making  significant  new  IT  capital  invest¬ 
ments  or  bearing  the  cost  burden  of  increasing 
floor  space.  By  replacing  many  high  RPM  HDDs 


2010  Pliant  Technology.  Inc. 
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WASHINGTON  WATCH 


Federal  CIO  Calls  for  Modernizing  Gov’t  IT 


WHEN  federal  CIO  Vivek  Kun- 
dra  describes  how  the  Obama 
administration  hopes  to  use 
IT  to  improve  public  services, 
he  first  points  to  disturbing  inefficiencies 
in  the  government  today. 

For  example,  in  a  speech  earlier  this 
month  in  Seattle,  he  said  it  takes  the  U.S. 
Department  of  Veterans  Affairs  160  days 
to  process  benefits  because  it’s  passing 
manila  folders  from  one  desk  to  another. 
The  U.S.  Patent  and  Trademark  Office 
takes  three  years  to  process  a  patent,  in 
part  because  it  “receives  these  applica¬ 
tions  online,  prints  them  out,  and  then 
someone  manually  rekeys  the  information 
into  an  antiquated  system,”  Kundra  said. 

“This  is  not  how  to  run  a  modern  govern¬ 
ment,”  he  contended.  Kundra  said  the  ad¬ 
ministration  is  looking  to  the  private  sector 
for  cues  on  how  to  do  a  better  job  with  IT. 


The  administration  is  cutting  wasteful 
IT  projects,  consolidating  data  centers 
and  pursuing  cloud  computing,  he  said. 
And  in  an  effort  to  make  government 
data  more  accessible,  it’s  developing 
public  Web  sites  such  as  Data.gov  and 
FlyOnTime.us. 

In  addition,  Kundra  said  he’s  interested 
in  creating  open  APIs  for  government 
systems  that  would  allow  independent  de¬ 
velopers  to  create  useful 
applications  for  citizens, 
similar  to  the  way  devel¬ 
opers  are  creating  apps 
for  Apple’s  iPhone. 

Possibilities  could  include  applications 
that  let  a  person  use  a  smartphone  to  re¬ 
port  a  broken  parking  meter  or  find  out 
online  when  the  next  snowplow  will  be 
coming,  he  said. 

-  Nancy  Gohring,  IDG  News  Service 


THINK  TANK 


Study:  Chasing 


COMPUTERWORLD.COM 


Doesn’t  Pay  Off 

Companies  that  chase  the  hottest 
information  technologies  gain 
several  benefits,  but  better  finan¬ 
cial  performance  isn’t  one  of  them, 
according  to  a  study  published  in 
this  month’s  issue  of  the  journal 
MIS  Quarterly. 

Ping  Wang,  assistant  professor 
at  the  University  of  Maryland  at 
College  Park,  studied  a  decade’s 
worth  of  data  about  109  Fortune 
500  companies.  He  found  that 
companies  that  got  good  press  for 
investing  in  “fashionable”  IT  “did 
not  have  higher  performance,  but 
they  had  a  better  reputation  and 
higher  executive  compensation." 

Wang  defined  an  IT  fashion  as 
“a  transitory  collective  belief  that 
an  information  technology  is  new, 
efficient,  and  at  the  forefront  of 
practice.”  He  cited  dataware- 
houses,  ERP,  customer  relationship 
management  and  knowledge  man¬ 
agement  systems  as  examples  of 
popular  technologies  in  the  1990s. 

The  analysis  showed  that  cor¬ 
porate  reputation  scores  and  CEO 
pay  jumped  at  companies  known 
for  implementing  hot 
technologies.  However, 
the  IT  fashionistas  suf¬ 
fered  declining  financial 
performance  in  the  year 
after  an  investment.  “It  took  them 
on  average  three  years  to  absorb 
the  negative  impacts,  recover  from 
the  disruptions,  and  improve  per¬ 
formance,”  Wang  reported. 

'-  MITCH  BETTS 
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Smarter  technology  for  a  Smarter  Planet: 

Thinking  outside  the  box 
depends  on  what’s  in  the  box. 

The  systemic  inefficiencies  in  many  server  rooms  today,  in  terms  of  both  energy  consumption  and  utilization, 
are  becoming  unsustainable.  A  recent  study  found  that  an  estimated  half  of  all  businesses  experience  IT 
outages  due  to  power  and  cooling  issues?  Smarter  tools  like  the  IBM  BladeCenter®  HS22  can  help.  It’s 
designed  to  give  you  greater  efficiency  at  every  level,  from  its  highly  efficient  design  and  Intel®  Xeon® 
Processor  5500  Series  to  its  advanced  management  software  like  IBM  Systems  Director  that  actively 
monitors  and  limits  power  consumption.  All  of  which  can  add  up  to  93%  in  energy  savings  over  the 
previous  generation  of  rack  servers.  Learn  how  you  can  see  a  return  on  your  investment  in  as  little  as 
three  months2  at  ibm.com/hs22 


Source:  IDC  Market  Analysis  #21 5870.  Volume  1 ,  December  2008,  Worldwide  Server  Energy  Expense  2008-201 2  Forecast.  Return  on  investment  and  power  savings  calculation  based  on  11:1  consolidation  ratio  scenario  of 
1 66  Intel  1 U  2  socket  servers  to  1 4  BladeCenter  HS22  servers  and  savings  in  energy  costs,  software  license  fees  and  other  operating  costs.  .Actual  costs  and  savings  will  vary  depending  on  individual  customer  configurations 
and  environment  For  more  information,  visit  wvw.ibm.com/smarterplanet/claims.  IBM,  the  IBM  logo,  ibm.com,  BladeCenter.  Smarter  Planet  and  the  planet  icon  are  trademarks  of  International  Business  Machines  Corp , 
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BETWEEN  THE  LINES 

By  John  Klossner 


INNOVATION 

Group  Seeks  New  Data-Center  Designs 


Anew  INDUSTRY  group  plans  to 
apply  open-source  principles  to 
the  design  and  construction  of 
data  centers  in  order  to  acceler¬ 
ate  the  use  of  new,  greener  approaches. 

The  Open  Source  Data  Center  Initia¬ 
tive,  announced  this  month,  will  act  as 
a  repository  and  testbed  for  mechanical 
and  engineering  advances  in  data  center 
design,  which  it  hopes  will  be  submitted 
by  small  engineering  firms,  graduate 
students  doing  research  with  federal 
grant  money  and  others. 

The  group  was  founded  by  Dave 
Ohara,  who  writes  the  Green  Data  Cen¬ 
ter  Blog,  with  administrative  support 
from  the  University  of  Missouri. 

A  key  player  in  the  alliance  is  adviser 
Michael  Manos,  who  previously  ran  Mi¬ 
crosoft  Corp.’s  data  center  operations  and 
is  now  building  Nokia  Corp.’s  cloud  infra¬ 
structure.  His  support  stems  partly  from 
his  concern  about  what  he  sees  as  the 
reluctance  of  established  engineering 
firms  to  rethink  how  data  centers  are  built. 


The  data  center  industry  is  “domi¬ 
nated  by  a  handful  of  large  engineering 
houses”  that  are  wedded  to  proprietary 
designs  and  are  stifling  innovation,  Ma¬ 
nos  said.  They  aren’t  interested  in  edu¬ 
cating  customers  about  simpler,  stan¬ 
dardized  alternatives,  he  contended. 

Large  engineering  firms  reject  the 
idea  that  they’re  holding  back  the  indus¬ 
try.  Bruce  Edwards,  president  of  CCG 
Facilities  Integration  Inc.,  said  data  cen¬ 
ters  have  seen  significant  innovation  in 
the  past  10  years  in  areas  such  as  electri¬ 
cal  power  delivery  and  cooling. 

Edwards  also  questioned  whether  a 
new  industry  group  is  needed.  “The  idea 
that  a  nonprofit,  collaborative,  noncom¬ 
petitive  model  will  be  a  powerful  engine 
to  drive  innovation  —  I’m  not  convinced 
of  it  at  this  point,”  he  said. 

The  new  group’s  leaders  say  they  don’t 
aim  to  compete  with  The  Green  Grid 
forum,  Uptime  Institute  and  others  but 
are  frustrated  with  the  rate  of  progress. 

-  James  Niccolai,  IDG  News  Service 


In  a  survey  covering 
26  countries, 

79% 

idults  said 
Internet  access  is  a 
fundamental  human  right. 


SECURITY  MONITOR 

FBI  Fights 
Cybercrime 
In  E.  Europe 

Hoping  to  catch  cybercrooks,  the 
FBI  has  begun  embedding  agents 
with  law  enforcement  agencies 
in  Estonia,  Ukraine  and  the  Neth¬ 
erlands. 

Over  the  past  few  months,  the 
agents  have  begun  working  with 
local  police  to  help  crack  tough 
international  cybercrime  inves¬ 
tigations,  said  Jeffrey  Troy,  chief 
of  the  FBI’s  cyber  division,  in  an 
interview.  Because  virtually  all 
cybercrime  crosses  international 
borders,  this  type  of  cooperation 
is  crucial,  experts  say. 

The  embedding  was  inspired 
by  a  successful  operation  in  Ro¬ 
mania,  begun  in  2006,  that  led  to 
nearly  100  arrests.  “We  looked  at 
that  and  said,  ‘Where  else  can  we 
do  this?’  ”  Troy  noted. 

Security  analysts  say  Ukraine  is 
home  to  numerous  online  scam¬ 
mers,  including  the  creators  of 
the  Zeus  Trojan  malware  that  can 
empty  bank  accounts.  “Ukraine’s 
a  huge  problem,”  said  Paul  Fergu¬ 
son,  a  researcher  at  security  firm 
Trend  Micro  Inc.  “I  would  rank  it 
above  Russia  right  now.” 

-  Robert  mcmillan, 

IDG  NEWS  SERVICE 
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The  Red  Hat  Summit  and  JBoss  World  bring  together  engineers, 
business  decision  makers,  developers,  and  community  enthusiasts 
to  learn  about  the  latest  and  greatest  in  cloud  computing,  platform, 
virtualization,  middleware,  and  management  technologies. 


Gain  the  best  knowledge  in  the  industry,  from  the  leader 
in  open  source,  at  a  fraction  of  the  price. 


Collaborate  with  the  Red  Hat  and  JBoss  engineers  who  develop 
the  best  open  source  products  in  the  industry. 


From  cloud  and  virtualization,  to  platform,  middleware,  and 
management-experience  everything  open  source  has  to  offer. 


A  comprehensive  agenda  allows  attendees  the  unique  opportunity 
to  move  between  both  conferences,  for  the  price  of  one. 

Learn  about  open  source  advancements  through: 

•  Technical  and  business  seminars 

•  Hands-on  labs  and  demos 

•  Customer  case  studies 

•  Networking  opportunities 

•  Partner  displays 

•  Visionary  keynotes 


•  Direct  collaboration  with 

,  V,  •  &  f\  yJ  t‘\ rM 

Red  Hat  and  JBoss  engineers 

today  and  save  $100  with  this  code:  GOSUMMIT 
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www.redhat.com/summit/go 
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Copyright  ©  2010  Red  Hat,  Inc.  Red  Hat,  Red  Hat  Enterprise  Linux,  the  Shadowman  logo,  JBoss, 
MetaMatrix,  and  RHCE  are  trademarks  of  Red  Hat,  Inc.,  registered  in  the  U.S.  and  other  countries. 
Linux  is  the  registered  trademark  of  Linus  Torvalds  in  the  U.S.  and  other  countries. 
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Outsourcing  Deal 
Gives  P&G  Clout 
With  HP  Execs 

A  10-year,  $3  billion  pact 
regularly  brings  top  HP 
execs  to  P&G’s  offices. 

By  Patrick  Thibodeau 


PHOENIX 

hen  executives 
at  The  Procter  & 
Gamble  Co.  seek 
answers  from 
the  company’s  IT  outsourcer, 
Hewlett-Packard  Co.,  they 
don’t  have  to  deal  with  help 


desks,  trouble  tickets  or  sup¬ 
port  tiers. 

Instead,  they  most  likely 
work  directly  with  someone 
in  the  top  levels  of  HP’s  ex¬ 
ecutive  ranks. 

The  Cincinnati-based  con¬ 
sumer  product  maker’s  clout 


[HP  executives] 
are  wired  into 
our  business.  When 
you  have  the  CEO  of 
a  company  sitting 
across  the  table  and 
saying,  ‘Were  going 
to  deliver  this,’ you 
know  they  are  going 
to  deliver. 

JIM  FORTNER  (LEFT).  VP. 

THE  PROCTER  &  GAMBLE  CO. 


with  HP  might  make  some 
of  the  latter’s  other  custom¬ 
ers  a  bit  jealous,  but  the  two 
corporations  are  in  the  midst 
of  a  10-year,  $3  billion  mega¬ 
outsourcing  deal  that  carries 
high  stakes  for  the  bottom 
lines  of  both  parties. 

The  contract,  signed  in 
2003,  called  for  HP  to  take 
over  P&G’s  IT  infrastruc¬ 
ture  and  hire  some  2,000  of 
the  company’s  IT  workers. 

In  a  presentation  at  Com- 
puterworld’s  Premier  100 
IT  Leaders  Conference 
here  earlier  this  month,  Jim 
Fortner,  vice  president  of  IT 
development  and  operations 
at  P&G’s  business  services 
division,  said  constant  com¬ 
munication  between  execu¬ 
tive  suites  is  imperative  in 
such  large  and  costly  deals. 

For  instance,  Ann  Liver¬ 
more,  executive  vice  presi¬ 
dent  of  HP’s  enterprise 
business,  travels  to  P&G 
headquarters  about  six 
times  a  year  to  take  part  in  a 
joint  review  of  the  vendor’s 
performance.  HP  CEO  Mark 
Hurd  attends  those  meet¬ 
ings  about  twice  a  year. 

“[HP  executives]  are  wired 
into  our  business,”  Fortner 
said.  “When  you  have  the  CEO 
of  a  company  sitting  across 
the  table  saying,  ‘We’re  go¬ 
ing  to  deliver  this,’  you  know 
they’re  going  to  deliver.” 

Maintaining  close  relation¬ 
ships  with  all  of  its  IT  ven¬ 


dors  has  long  benefited  P&G, 
particularly  when  it  bought 
Gillette  in  2005  for  $57  billion. 
Within  two  weeks,  P&G’s 
partners  had  assembled  a 
team  to  start  integrating 
Gillette’s  IT  systems. 

Robert  Joslin,  an  analyst 
at  Everest  Group,  a  Dallas- 
based  outsourcing  research 
and  consulting  firm,  said 
having  access  to  top  execu¬ 
tives  is  “extremely  critical  to 
the  success  of  an  outsourc¬ 
ing  relationship.”  In  fact,  the 
contract  should  stipulate  that 
specific  executives  of  the 
service  provider  will  meet 
regularly  with  senior  manag¬ 
ers  from  the  client  firm. 

The  level  of  access  to  a 
vendor’s  senior  executives 
will  depend  to  some  extent 
on  the  size  of  the  contract 
and  its  strategic  importance 
to  both  parties,  but  “you  do 
try  to  go  up  as  high  as  you 
can,”  said  Joslin. 

Top-level  access  “increas¬ 
es  the  probability  that  it  will 
be  a  successful  relationship 
for  both  parties,”  he  noted. 

Therefore,  he  contended, 
you  should  make  decisions 
about  when  meetings  will  be 
held  and  who  should  attend 
before  a  contract  is  signed. 

At  P&G,  having  HP  man¬ 
age  the  IT  infrastructure 
allows  data  center  person¬ 
nel  to  focus  on  other  tasks. 
They’re  currently  develop¬ 
ing  tools  designed  to  simu¬ 
late  the  in-store  tendencies 
of  potential  customers. 

Simulation  “is  really  big 
for  us,”  said  Fortner. 

For  example,  the  company 
has  created  a  Second  Life¬ 
like  environment  where 
users  can  interact  virtually 
with  simulated  displays  of 
products  on  store  shelves; 
they  can  even  take  items  off 
the  shelves  and  read  their 
labels.  The  simulations  are 
coupled  with  back-end  ana¬ 
lytics  to  assess  the  impact  of 
changes  to  displays.  ■ 


12  C0MPUTERW0RLD  MARCH  22, 2010 


GreenBytes 


The  world's 

fastesCefficient 

next-generation  0TdC|6 

architecture. 

Bringing  dedyplkation  to  primary  storage 


FEATURING 

INLINE  DEDUPLICATION,  SCALABLE 
PERFORMANCE  VIA  SOLID  STATE 
TECHNOLOGY  AND  ADVANCED 
POWER  MANAGEMENT  DESIGN. 


GreenBytes7  GB-X  Series  of  "next  generation"  high-performance 
inline  deduplicating  storage  appliances  provide  organizations  with 
significant  advantages  over  traditional  storage  solutions: 

•  Unmatched  inline  deduplication  ingestion  &  restore  performance. 

•  Highly  scalable  I/O  performance  independent  of  "spindle  count"  via  optional  SSD  provisioning. 

•  Flexible  architecture  supporting  simultaneous  SAN  and  NAS  deployments  (iSCSI,  CIFS  &  NFS). 

•  Seamlessly  scalable  storage  pools  delivering  the  market's  largest  inline  deduplicated  capacity. 

•  Purpose  built  hardware  combined  with  MAID  software  intelligence  for  the  lowest  energy 
consumption/TB  footprint  available  anywhere. 

•  High  availability  &  reliability  via:  system  redundancies;  hot  swappable  components; 
synchronous  &  asynchronous  replication;  and  snapshots,  all  backed  by  a  World  Class 
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Job  1  today  is  convert¬ 
ing  data  of  all  types  into 
actionable  information. 

Specialty  analytic  servers 

are  the  secret  sauce  that 

■  V  '■  - 

make  it  happen. 
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TODAY'S  IT  LEADERS  ON  MARKET  TRENDS 


The  age  of 
specialization 
in  analytics 

Specialty  analytics  servers  deliver  business  value 
that  transactional  systems  cannot. 

BUSINESSES  OF  ALL  STRIPES  AND  SIZES  RELY  ON  THE  SAME  THING,  to  make 
sound  business  decisions:  data.  More  data  is  being  collected  and  stored  in  more  formats 
and  across  more  systems  than  ever.  But  what  does  all  this  data  mean? 

Businesses  often  rely  on  traditional  transactional  systems  to  sift  through  mountains 
of  data  to  find  contextual  analytic  information  for  making  critical  business  decisions. 
This  is  a  mistake  for  two  reasons:  First,  transactional  systems  were  not  designed  for 
analytics  and  reporting  and  simply  cannot  run  ad  hoc  queries  quickly  and  accurately 
enough  for  the  speed  of  business  today  Second,  analytics  and  reporting  put  pressure 
on  traditional  transactional  infrastructures  by  adding  administrative  complexity,  the 
cost  of  greater  storage  requirements  and  increased  staff  overhead. 

There  is  a  better  way.  Specialty  analytics  servers  enable  users  to  dig  through  volumes 
of  data  to  find  information  that  helps  businesses  understand  past  events  via  report¬ 
ing  and  spot  trends,  opportunities  and  potential  problems  by  using  more-advanced 
analytic  applications. 

The  number  of  business  users  relying  on  specialty  analytics  servers  or  appliances  is 
growing.  According  to  new  data  from  IDG  Research,  45  percent  of  the  users  responding 
to  a  survey  on  this  topic  are  taking  this  approach  and  nearly  70  percent  plan  to  imple¬ 
ment  specialty  analytics  servers  within  two  years.  It’s  easy  to  see  why.  Business  users 
need  fast  access  to  information  that  supports  mission-critical  decisions  and  real-time 
reporting.  Innovations  such  as  column-based  database  management  systems  take  it 
ever  further,  delivering  the  needed  information  faster,  more  accurately  and  less  expen¬ 
sively  than  traditional  row-based  systems. 


Specialty  Analytics  Servers 

Mergers,  globalization,  new  technologies  and  new  competitors  can  weaken  a  company’s 
competitive  position  if  the  company  does  not  have  near-instant  access  to  the  mission- 
critical  information  it  needs  in  order  to  respond  to  dynamic  market  conditions. 

Indeed,  the  majority  of  the  survey  respondents,  73  percent,  said  that  a  need  to  sup¬ 
port  mission-critical  business  decisions  was  the  primary  driver  of  reporting  and  ana¬ 
lytic  solutions  purchases;  58  percent  said  they  need  to  give  more  users  access  to  data, 
and  56  percent  said  data  quality  improvement  is  driving  purchases. 

Traditional  systems  are  great  for  processing  transactions,  but  they  can  no  more 


PEER2PEER  SPECIALTY  ANALYTICS  SERVERS 


ADVERTISING  SUPPLEMENT 


compete  with  a  specialty  analytics  server  in  performing 
fast,  complex  ad  hoc  queries  than  a  delivery  truck  can 
compete  with  a  highly  tuned  race  car  in  Indianapolis. 
Other  challenges  with  traditional  systems  reported  by  IT 
managers,  according  to  IDG  Research,  include  a  drain 
on  staff  resources,  administrative  complexity,  inability  to 
support  unstructured  data  and  high  storage  r^^^ments. 

Specialty  analytics  servers,  designed  to  provide  analyt¬ 
ics  and  reporting  and  respond  to  ad  hoc  queries  across 
a  very  large  volume  of  data,  do  not  replace  traditional 
systems.  Rather,  they  offload  data  from  traditional  servers 


Business  factors  driving  usage  or  exploration  of 
specialty  analytics  servers  or  appliances 


Need  to  support  mission-critical 
business  decisions 

Need  for  real-time  reporting 

increase  in  number  of  users  who 
need  access  to  anaiytics 

Need  to  ensure  quality 
Desire  to  reduce  IT  costs 
Need  to  improve  service  levels 
increasing  SLA  performance 
Regulatory  requirements 


73% 


so  those  servers  can  do  what  they  were  designed  to  do: 
process  business  transactions.  With  specialty  analytics 
servers,  users  can  quickly  dig  into  their  data  and  run 
queries  that  help  spot  trends  and  opportunities.  They 
can  run  risk  analysis  and  what-if  scenarios  to  gain  a  more 
complete  understanding  of  their  situation  and  options. 

It’s  the  difference  between  reporting  on  what  has 
already  happened  (how  many  purple  sweaters  your 
shop  in  Austin  sold  last  quarter)  and  understanding  why 
purple  was  a  hot  seller  and  predicting  your  readiness  to 
meet  next  quarter’s  trends. 

Servers  that  are  purpose-built  for  analytics  and  re¬ 
porting  can  deliver  answers  to  questions  up  to  100  times 
as  fast  as  traditional  data  warehouse  systems,  regardless 
of  the  number  of  users  making  queries  or  the  complexity 
of  the  queries. 

“We  use  specialty  analytics  servers  for  marketing,” 
says  Ken  Turner,  director  of  IT  at  one  of  the  world’s  larg¬ 
est  technology  companies.  “We’re  getting  a  better  picture 
of  what  our  clients’  makeup  is,  and  that  goes  into  our 
advertising.  It  helps  us  target  the  right  kind  of  company 
and  get  the  jump  on  our  competition  for  those  types  of 
accounts.” 

According  to  IDG  Research,  companies  that  use  spe¬ 
cialty  or  dedicated  analytics  servers  report  higher  levels 
of  satisfaction  than  those  using  general-purpose  systems. 
Specifically: 

■  User  access:  84  percent  of  the  specialty  analyt¬ 
ics  server  users  surveyed  say  expectations  have  been 
exceeded  or  met,  versus  62  percent  for  those  using 


traditional  servers. 

■  Handling  data  growth:  78  percent  of  the  specialty 
analytics  server  users  say  needs  are  being  exceeded  or 
met,  versus  only  61  percent  of  traditional  server  users. 


Column-Based  Architecture 

The  capabilities  of  traditional  row-based  relational 
database  management  systems  (RDBMSs),  which  must 
read  an  entire  row  of  data  (rather  than  just  what  is  needed 
within  the  row),  axe  quickly  exceeded  when  the  request¬ 
ed  attributes  of  a  complex  query  are  being  accessed.  This 
puts  a  heavy  drain  on  I/O  (input/output)  resources  and 
has  forced  database  administrators  to  tune  the  RDBMS 
for  complex  queries,  often  by  building  extra  indexes. 

The  downside  of  this  approach  is  fairly  obvious. 

A  column-based  architecture  is  different.  It  manages 
data  vertically  in  columns,  and  each  column  is  stored  in¬ 
dependently.  The  system  can  determine  which  columns 
are  accessed  and  retrieve  only  the  values  or  attributes 
requested  from  the  columns.  Instead  of  requiring  sepa¬ 
rate  indexes,  as  in  row-based  systems,  the  data  attributes 
themselves  form  the  index  within  each  column. 

This  reduces  I/O  and  enables  fast  data  access  without 
the  need  to  expand  the  footprint  of  the  database,  which 
coincides  with  the  research  findings  that  IT  managers 
expect  to  see  improvements  in  data  compression,  cost 
savings  and  decreased  storage  requirements  from  their 
investment  in  column-based  systems.  Specialty  column- 
based  analytic  systems  such  as  Sybase  IQ  provide 
significant  data  compression  capability,  which  reduces 
the  overall  data  center  footprint  and  decreases  storage 
requirements  by  at  least  30  percent. 

With  a  column-based  analytics  server  in  place,  IT 
personnel  spend  far  less  time  running  analytics  and 
reporting  on  behalf  of  business  units  or  endlessly  tuning 
the  row-based  database  in  an  attempt  to  achieve  better 
performance.  This  leaves  them  free  to  focus  on  other 
tasks  that  support  the  business. 

Users  across  the  enterprise  need  information  that 
informs  critical  business  decisions,  which  is  at  the  heart 
of  business  intelligence.  Specialty  analytics  servers  such 
as  Sybase  IQ  are  designed  for  rapid  query  processing  and 
ad  hoc  analytics  and  deliver  better  performance  at  lower 
cost.  The  system  analyzes  huge  amounts  of  data  without 
the  need  for  tuning  or  additional  storage. 

Simply  put,  using  specialty  analytics  servers  is  a  low- 
risk,  practical  way  to  turn  raw  data  into  actionable  insight. 


Go  to  www.computerworld.com/whitepapers/sybase 

for  a  free  download  of  the  white  paper  "Specialty  analytics  serv¬ 
ers:  Enabling  decision-making  @  the  speed  of  business,"  which 
includes  further  IDG  Research  survey  results  as  well  as  insightful 
interviews  with  industry  executives. 

Ovra^F  COMPintRWORLD 

W  -1-  UTiiJij  Custom  Solutions  Group 


■  NEWS  ANALYSIS 


Wise,  so  the  real  estate  com¬ 
pany  replaced  it  with  Gmail 
during  a  hardware  refresh. 

An  internal  total-cost-of- 
ownership  study  reached 
virtually  the  same  conclu¬ 
sion  as  a  recent  study  by 
Forrester  Research  Inc.  — 
that  Gmail  costs  about  $8.50 
per  user  per  month,  com¬ 
pared  with  about  $25  per 
user  per  month  for  in-house 
systems  like  GroupWise, 
Kenny  said. 

He  acknowledged, 
though,  that  a  good  chunk  of 
the  company’s  1,000  e-mail 
users  aren’t  happy  with  the 
move  to  the  cloud. 

An  internal  survey  found 
that  35%  of  users  find 
Gmail  worse  or  much 
worse  than  GroupWise, 
compared  with  65%  who  said 
that  the  hosted  offering  is  the 
same,  better  or  much  better. 

“Change  management  is 
the  biggest  piece”  of  a  mi¬ 
gration,  said  Kenny, 

Ted  Schadler,  an  analyst 
at  Forrester,  said  he  would 
expect  similar  results  if 
the  company  had  migrated 
from  GroupWise  to,  say, 
Microsoft  Exchange,  based 
on  typical  user  resistance  to 
change  of  any  kind. 

How  cloud  technologies 
will  fare  against  Microsoft’s 
offerings,  IBM’s  Lotus  Notes 
and  other  companies’  cloud- 
based  versions  of  widely 
used  collaboration  tools 
remains  to  be  seen.  But  one 
thing  is  certain:  IT  manag¬ 
ers  want  to  learn  all  that 
they  can  about  the  cloud. 

For  example,  Michael 
Fitchett,  IT  system  develop¬ 
ment  coordinator  for  the 
city  of  Chesapeake,  Va., 
recently  sought  informa¬ 
tion  from  Los  Angeles’  IT 
department  about  its  move 
of  some  30,000  users  from 
GroupWise  to  Google  Apps. 

“We’re  constantly  probing 
the  TCO  on  every  one  of  our 
systems,”  said  Fitchett.  ■ 


IT  managers  find  the  tough¬ 
est  problem  is  convincing 
users  to  switch  applications. 

By  Patrick  Thibodeau 


UDGET  CUTS  in 
recent  months  have 
reduced  the  city  of 
Miami’s  IT  payroll 
from  102  to  80  positions, 
a  significant  contraction 
that  could  have  easily  led  to 
drastic  service  cuts  and  in¬ 
ternal  morale  problems. 

But  instead  of  succumb¬ 
ing  to  melancholy  as  more 
and  more  vacant  positions 
were  left  unfilled,  Miami’s 
IT  managers  began  looking 
at  the  possibility  that  cloud 
computing  technology  could 
be  used  to  maintain  popular 
services  —  and  to  generate 
revenue  for  the  city. 

The  first  payoff  from  the 


effort:  Miami  311,  an  online 
application  that  lets  resi¬ 
dents  monitor  the  status  of 
requests  for  services  such 
as  pothole  repairs,  removal 
of  abandoned  vehicles  or  in¬ 
vestigations  into  reports  of 
code  violations. 

The  city  is  also  assessing 
the  cost-effectiveness  of  de¬ 
veloping  potential  revenue¬ 
generating  online  applica¬ 
tions,  which  could  include 
custom  data  aggregation 
and  mashup  services  that 
would  be  sold  to  businesses. 

Budget  cuts  “have  caused 
us  to  start  evaluating  every¬ 
thing,”  said  James  Osteen, 
Miami’s  assistant  IT  director. 


Miami’s  situation  repre¬ 
sents  the  new  world  for  IT 
managers:  looking  closely 
at  cloud  services  to  offset 
cuts  necessitated  by  flat  or 
shrinking  budgets.  Most 
are  finding  the  potential  for 
savings,  but  they’re  also  en¬ 
countering  user  acceptance 
problems. 

Lincoln  Property  Co.  in 
Dallas  started  using  Google 
Inc.’s  Gmail  hosted  e-mail 
service  several  months  ago, 
after  re-evaluating  the  Novell 
GroupWise  collaboration 
software  it  had  been  using. 

Lincoln  CIO  Jay  Kenny 
said  there  was  general  dis¬ 
satisfaction  with  Group- 

M  [Budget  cuts] 
have  caused 
us  to  start  evaluat¬ 
ing  everything. 

JAMES  OSTEEN,  ASSISTANT 
IT  DIRECTOR,  CITY  OF  MIAMI 


Budget  Cuts  Push  Some  to 
Embrace  Cloud  Computing 
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NEC  GIVES  THE  PENINSULA 
SHANGHAI  WHAT  IT  NEEDS 
SEAMLESS  SERVICE. 


The  newly  opened  Peninsula  Shanghai  has  everything 
a  world-class  hotel  needs  to  differentiate  its  property: 
extraordinary  service,  five-star  dining  and  Unified 
Communications  from  NEC.  With  a  fully-converged  voice 
and  data  wireless  LAN  throughout  99.9%  of  the  hotel, 
over  200  guest  service  staff  on  the  move  are  connected 
to  applications  that  enable  immediate  responses  to 
guest  requests.  Says  Shane  Izaks,  "We  make  sure  that 
our  guests  are  well  looked  after  and  all  their  needs  are 
taken  care  of,  thanks  to  NEC." 


NEC  and  the  NEC  :cgc  Ve  registered ticdemarfcsof 
o'?d  ov  '*  -novation  .s  a  tr.EHpnftrojf  NcCCc'OoraUon 


Mr.  Shane  Izaks 

General  Manager,  IT 


Learn  how  NEC  can  partner  with  your 
company  at  www.nec.com/cases/peninsula 


Empowered  by  Innovation  NEC 


m  THE  GRILL 

Manesh  Patel 

This  CIO  went  after  tidy  savings  in 
the  cloud  by  targeting  the  application 
most  employees  don’t  want  you  to 

touch  —  e-mail. 


Name:  Manesh  Patel 

Title:  Senior  vice  president 
and  CIO 

Organization: 

Sanmina-SCI  Corp. 

Location:  San  Jose 

Something  people  don’t 
know  about  him:  “I  studied 
aeronautical  engineering  at 
Manchester  University  in 
England.  So  I  tell  my  kids  I’m 
a  rocket  scientist.” 

Favorite  vice:  “I  don’t  have 
time  for  vices  these  days.” 

Hobby  or  pastime:  “Watching 
English  football  -  or  soccer,  as 
Americans  like  to  call  it.” 

Favorite  movies:  Schindler’s 
List  and  Dr.  Strangelove 

Favorite  book:  Sophie’s  Choice, 
by  William  Styron 

It  wasn’t  broken,  but  he  fixed  it  any¬ 
way.  After  launching  an  initial  pilot, 
Manesh  Patel,  senior  vice  president  and 
CIO  at  global  contract  manufacturer 
Sanmina-SCI  Corp.,  ramped  up  quickly 
to  move  more  than  16,000  users  onto 
Google  Appsfor  e-mail,  calendaring 
and  contacts  —  and  he  began  turning 
off  the  company’s  Microsoft  Exchange 
infrastructure.  Patel  estimates  that  by 
moving  messaging  into  the  cloud,  he’s  on 
track  to  save  the  business  nearly  $2  mil¬ 
lion  annually  in  operating  expenses.  He 
explains  how  he  did  it. 

Why  did  you  move  to  Google  Apps?  We 

had  done  a  lot  of  the  traditional  cost- 
reduction  measures  over  the  last  sev¬ 
eral  years.  We  felt  that  we  needed  to 
go  after  what  I  call  the  “high-hanging 
fruit”  and  consider  structural  cost  re¬ 
ductions,  so  two  years  ago  we  looked 
at  our  messaging  environment.  Google 
Apps  seemed  to  be  a  viable  contender. 

Were  there  other  motivations  besides 
cost  savings?  The  cost  piece  was  the 
primary  factor  and  more  immediate 
[benefit].  But  there  were  two  other  fac¬ 
tors.  The  second  was  to  give  ourselves 
flexibility  and  options  moving  forward. 
We  want  to  leverage  cloud-based  tech¬ 
nologies,  [and]  we  thought  messaging 
Continued  on  page  20 


tfi  COMPUTERWORLD  MARCH  22,  2010 


Future 

Desktc  to  Cloud 


Las  Vegas,  Ne\  ada  |  April  19-23 

The  Venetian  Hotel 


The  annual  Micros*  ft  Management  Summit  (MMS)  is  the  premier  event  of  the  year  for 
deep  technical  content  on  the  latest  IT  Management  solutions  from  Microsoft,  Partner 
and  Industry  Exper  s. 


This  year's  theme,  Manage  the  Future,  reflects  the  ever  changing  scope  of  IT  management 
and  the  need  to  manage  everything  from  device  to  desktop  and  datacenter  to  cloud. 

As  initiatives  such  as  Virtualization  and  Cloud  Computing  become  widely  deployed, 

IT  Management  will  play  an  increasingly  key  role  in  reducing  apparent  complexity  while 
maximizing  flexibility,  availability  and  performance. 


With  over  140  demo-packed  technical  sessions  and  thousands  of  Hands-on  Lab  places, 
MMS  2010  offers  deep  coverage  of  the  latest  products  and  solutions  you'll  need  to 
"Manage  t  ic  Future". 

■ 

Register  today  at:  www.mms-2010.com 


Microsoft • 
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Frankly, 
Google  has 
greater  re¬ 
sources  than  we  do. 
They’ve  made  some 
very  significant  invest¬ 
ments  in  security  that 
we  couldn’t  have  done. 


Continued  from  page  18 
was  the  right  place  to  start.  Getting  to 
that  point  where  we  attain  that  flexibil¬ 
ity  to  me  is  a  very  strategic  thing. 

The  third  point  was  getting  our 
employees  to  work  more  effectively 
together  in  teams  across  time  and 
distance.  We  wanted  an  environ¬ 
ment  where  these  teams  could  go  off 
and  work  together  in  one  place  that’s 
searchable  and  accessible  without  IT 
having  to  get  involved.  What  we’re  do¬ 


ing  with  Google  Apps  is  leading  us  to¬ 
ward  that.  It’s  not  fully  there  —  it  may 
take  another  two  or  three  years  —  but 
that’s  the  direction  we’re  going. 

So,  how  did  you  get  started?  We  started 
a  research  and  development  project 
with  three  or  four  people.  That  exer¬ 
cise  went  on  for  almost  a  year.  In  par¬ 
allel  we  started  to  look  at  security  and 
some  of  the  other  issues  you  get  into 
with  a  cloud-based  model.  We  came 
to  the  conclusion  that  this  was  a  very 
viable  technology  and  the  capabilities 
were  fairly  comparable  to  what  we 
were  looking  for. 

Then  we  went  into  multiple  pilot 
projects,  followed  by  a  global  rollout 
over  a  period  of  about  four  months. 

We  are  now  using  Google  Apps  across 
16,000  employees.  We  have  a  handful 
of  Exchange  servers  and  100  or  so  em¬ 
ployees  left  to  convert.  Those  are  our 
tougher  employees  that  have  specific 
requirements,  and  we’re  still  waiting 
for  some  gaps  to  be  filled  [such  as  the 
ability  to  delegate  access  to  contacts]. 
We  expect  those  to  be  closed  out  in  the 
next  two  or  three  months. 

What  challenges  does  a  cloud-based  envi¬ 
ronment  like  Google  Apps  bring?  One  is  to 

put  in  a  support  model  that  is  more  ap¬ 
propriate  to  a  cloud  solution.  Changes 
come  much  more  frequently.  Figuring 
out  a  way  to  have  a  continuous  conver¬ 
sation  with  our  employees  about  what’s 
changing  and  making  sure  they  get  the 
most  out  of  the  situation,  without  being 
too  intrusive  —  we’ve  got  to  get  cre¬ 
ative  there  and  make  that  work. 

Secondly,  we  need  to  figure  out  how 
to  roll  out  the  additional  Google  Apps 
that  we’re  not  fully  utilizing  today 
and  start  employees  on  the  path  to  us¬ 
ing  those  applications.  For  example, 
Google  Docs  and  Google  Sites  and 
Google  Video.  Most  of  these  are  self- 
service,  and  employees  have  access  to 
them.  We  just  haven’t  communicated 
to  employees  that  they’re  out  there. 

Is  Google  Apps  replacing  Microsoft  Of¬ 
fice?  We  still  have  Office.  If  you  look 
at  the  feature  set  between  Google 
Docs  and  Office,  there’s  still  a  fair 
gap.  Google  Docs  provides  some  capa¬ 
bilities,  such  as  real-time  online  shar¬ 
ing,  but  it  wasn’t  designed  to  replace 
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Office.  It  certainly  doesn’t  have  all 
the  capabilities  we  need. 

Not  all  of  your  corporate  e-mail  is  outside 
your  firewall.  Are  you  comfortable  with 
the  security  Google  provides?  We  use 

our  single  sign-on  infrastructure  to  ac¬ 
cess  Google  Apps.  We  use  SSL.  We  also 
looked  at  what  Google  is  doing  on  the 
back  end  —  their  policies,  procedures 
and  practices.  Frankly,  Google  has 
greater  resources  than  we  do.  They’ve 
made  some  very  significant  invest¬ 
ments  in  security  [such  as  Google  File 
System]  that  we  couldn’t  have  done.  In 
the  long  term,  they’re  going  to  be  able 
to  put  in  stronger  measures  than  we 
can.  So  we’re  very  confident. 

Google  has  had  some  well-publicized 
service  outages  in  the  past  year.  Do  you 
worry  about  availability?  We’ve  seen 
some  impact,  [but]  overall  we  didn’t 
expect  100%  uptime. 

I  think  they’re  learning  some  lessons 
about  consumer-based  vs.  enterprise- 
based  services.  There’s  less  tolerance 
for  downtime,  especially  for  e-mail. 
Even  though  our  internal  solution  was 
fairly  redundant  and  we  maintained 
close  to  100%  uptime,  we  had  down¬ 
time  from  time  to  time. 

How  does  an  organization  determine 
whether  Google  Apps  is  a  good  fit? 

For  those  who  have  a  very  standard 
environment,  this  is  an  option.  The 
approach  we  took  is  the  one  we’d  rec¬ 
ommend:  Go  get  three  or  four  key  folks 
who  are  out-of-the-box  thinkers,  who 
are  open  to  new  ideas  and  technologies, 
and  go  try  it  out.  Part  of  that  exercise  is 
to  validate,  does  this  fit  what  I  am  do¬ 
ing?  We  spent  almost  a  year  doing  this. 

There  are  downsides  to  messing  with 
people’s  e-mail.  Why  take  the  risk?  I’ve 
thought  about  this.  There’s  an  old 
saying  that  necessity  is  the  mother 
of  invention,  and  in  my  mind  we’ve 
changed  that  to  “Necessity  is  the 
mother  of  innovation.”  We’re  in  a  low- 
cost  environment.  When  you’re  in  that 
situation,  you’re  more  likely  to  go  try 
something  that  most  other  companies 
wouldn’t  think  about  doing.  I  see  that 
trend  in  other  industries  that  have 
comparable  challenges. 

—  Interview  by  Robert  L.  Mitchell 


Intelligence  For  All 


Teradata's  New  Platform  Family: 

Purpose  built,  cost-effective  and  scalable  - 
what  more  do  you  need? 


The  Teradata®  platform  family,  featuring  Intel®  Xeon® 
processors,  offers  customers  exciting  new  options  allowing 
them  to  take  full  advantage  of  all  the  power  of  Teradata 
anywhere  in  their  enterprise  -  as  an  active  data  warehouse, 
enterprise  data  warehouse,  entry-level  data  warehouse, 
special-purpose  data  mart,  or  sandbox  environment. 

Teradata.com 
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trademarks  or  registered  trademarks  of  Intel  Corporation  In  the  U.S.  and  other  countries.  Copyright  ©  2008  by  Teradata  Corporation 
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SPOTLIGHT  I  STORAGE 


ICHAEL  GLENN 
was  wasting 
storage,  and  he 
knew  it. 

A  document¬ 
scanning  project 
had  created  a  sin¬ 
gle,  1.4TB  LUN 
of  old  court  records.  Glenn,  senior  IT 
manager  for  the  Ohio  Court  of  Claims, 
knew  that  only  6%  of  the  files  had  been 
accessed  in  the  past  year  and  that  the 
rest  shouldn’t  be  on  expensive  Fibre 
Channel  disk. 

His  challenge  was  determining 
which  94%  he  could  move  at  any  given 
time  to  slower,  less  expensive  Serial 
ATA  drives.  It  turned  out  he  already 
had  the  software  he  needed  —  Dynamic 
Storage  Technology  (DST),  part  of  his 
Novell  Open  Enterprise  Server  2  imple¬ 
mentation  —  to  create  and  automatical¬ 
ly  execute  file  movement  policies  based 
on  when  files  were  last  accessed. 

After  spending  a  week  tweaking 


the  configurations  last  spring,  Glenn 
says,  “I  just  let  it  alone.  It’s  been  work¬ 
ing  great,”  freeing  up  at  least  a  dozen 
Fibre  Channel  drives.  By  reducing  the 
number  of  active  files,  he  also  cut  his 
daily  backup  time  from  14  hours  to 
47  minutes. 

Installation  was  simple,  and  configu¬ 
ration  required  just  migrating  the  old 
LUN  to  the  SATA  drives,  renaming  that 
LUN,  creating  a  smaller  LUN  on  Fibre 
Channel  to  replace  it,  and  designating 
the  new  LUN  as  the  primary  volume 
and  the  old  LUN  as  the  shadow.  “Then  I 
started  setting  up  the  migration  rules,” 
Glenn  says.  There  was  no  extra  cost 
for  DST,  he  adds,  but  he  estimates  he 
saved  about  $140,000  through  reduced 
demand  for  disk  drives  and  power. 

Glenn  is  one  of  the  early  beneficiaries 
of  a  new  technology  called  automated 
data  tiering,  which  automates  not  just 
the  movement  of  data,  but  also  the  task 
of  monitoring  how  data  is  being  used 
and  determining  which  data  should  be 
on  which  type  of  storage.  Such  automat¬ 
ed  tiering  isn’t  yet  in  the  mainstream 


Smart  software  can  automatically 
allocate  data  to  the  most  cost-effective 
form  of  storage.  But  will  it  work  for 
you?  By  Robert  L.  Scheier 


•  -  . 


ON  THE  RADAR 


When  might  you  consider  evaluating 
or  adopting  automated  data  tiering  for 
your  organization? 


Our  organization  is  using 
the  technology  now:  8%' 


Within  the  next 
six  months:  9% 


Base:  138  IT  professionals 
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LABOR-SAVING  WARES 


These  vendors  all  provide  some  type  of  automated  tiering  system.  Many 
of  them  are  based  on  storage  federation  or  virtualization. 

■  Component  pioneered  the  technology  in  2005  with  its  Data  Progres¬ 
sion  for  NAS  and  SAN.  Its  Storage  Center  5,  announced  in  January,  pro¬ 
vides  daily,  block-level  retiering  based  on  data  usage  patterns,  as  well  as 
support  for  SSD  and  RAID  6  configurations.  It  remains  the  market  leader, 
says  Forrester  analyst  Andrew  Reichman,  because  of  its  automation  and 
ability  to  retier  data  units  smaller  than  LUNs.  However,  he  says,  it  doesn’t 
offer  the  performance  and  reliability  that  larger  customers  need. 

■  FalconStor  Software  Inc.  has  long  offered  a  technology  called 
HotZone  for  automated,  block-based  caching  of  data  for  read-intensive 
processes  and  another  called  SafeCache  for  write-intensive  operations. 
Later  this  year,  it  plans  to  add  file  tiering  and  an  intelligent  ILM  engine  that 
can  automatically  retier  data  based  on  various  criteria,  such  as  age  or  ac¬ 
cess  rate,  as  well  as  capabilities  such  as  support  for  thin  provisioning  and 
de-duplication,  says  Fadi  Albatal,  FalconStor’s  vice  president  of  marketing, 

■  NAS  appliances  from  Avere  Systems  offer  block-level,  real-time 
automated  retiering  of  storage  based  on  historic  and  predictive  analysis 
of  data  usage.  That  includes  which  groups  of  blocks  are  accessed 
together,  and  whether  the  access  is  random  or  sequential.  Avere  appli¬ 
ances  can  also  automatically  refier  data  based  on  the  attributes  of  new 
storage  types  as  they’re  added  to  the  system,  such  as  SSDs,  which  read 
data  faster  than  they  write. 


■  3Par  recently  added  Policy  Advisor,  which  provides  array-based 
analysis  of  factors  such  as  capacity  utilization  and  required  performance, 
to  its  Dynamic  Optimization  software,  which  seamlessly  moves  data 
between  tiers.  Because  “users  demand  some  control,"  it  offers  recom¬ 
mendations.  rather  than  automatic  retiering  of  data,  when  applications 
approach  customer-defined  performance  thresholds,  says  Craig  Nunes, 
vice  president  of  marketing.  Dynamic  Optimization  currently  operates 
only  at  the  volume  level,  but  he  says  the  company  plans  to  “address  the 
need  for  subvolume  tiering  later  this  year." 

■  EMC’s  FAST,  announced  for  all  of  the  vendor’s  primary  arrays  late  last 
year,  continually  analyzes  read  and  write  patterns  and  provides  wizard- 
driven  suggestions  for  retiering,  says  Bob  VVambach,  senior  director  of 
product  marketing.  Most  retiering  is  currently  done  in  batch  mode,  he 
says,  but  it  can  be  done  in  real  time  when  "people  get  comfortable  with 
the  technology.”  FAST  currently  operates  only  at  the  volume  or  LUN  level, 
but  sub-LUN  tiering  is  expected  in  the  second  half  of  this  year. 

■  F5  Networks  Inc.’s  ARX  series  of  file  virtualization  appliances 
automate  retiering  of  files  based  on  criteria  such  as  age,  file  type  or  last 
access.  They  don’t  require  the  modification  of  clients  or  applications, 
and  they  support  storage  devices  from  any  vendor.  However,  customers 
must  still  create  the  policies  governing  file  movement,  says  Renny  Shen, 
product  marketing  manager  for  F5’s  data  solutions  division. 

-  ROBERT  L  SCHEiER 


because  few  vendors  offer  the  technol¬ 
ogy  and  it  hasn’t  been  proved  to  work 
in  very  high-end,  transaction-intensive 
environments.  Also,  it’s  typically  used 
only  within  a  single  vendor’s  arrays  or 
file  system  or  supports  only  a  limited 
number  of  storage  protocols  or  topolo¬ 
gies.  But  for  organizations  with  simpler 
needs,  the  automated  tiering  tools  avail¬ 
able  today  are  more  than  good  enough. 

HOW  TIERING  BECAME  AUTOMATED 

“Tiering”  means  moving  data  among 
various  types  of  storage  media  as  de¬ 
mand  for  it  rises  or  falls.  Moving  older 
or  less  frequently  accessed  data  to  slow¬ 
er,  less  expensive  storage  such  as  SATA 
drives  or  even  tape  can  reduce  hardware 
costs,  while  putting  the  most  frequently 
accessed  or  most  important  data  on  fast¬ 
er,  more  expensive  Fibre  Channel  drives 
or  even  solid-state  drives  (SSD)  boosts 
performance.  Finally,  automating  the 
entire  process  prevents  it  from  getting 
bogged  down  in  the  data  classification 
and  policy-setting  that  hampered  earlier 
“tiering”  efforts  such  as  information 
life-cycle  management  (ILM). 

Storage  administrators  have  long 
been  able  to  move  data  between  tiers, 
but  they  had  to  manually  initiate  the 
process,  or  at  least  classify  their  data 
and  create  tiering  policies  upfront. 
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While  some  policy  creation  is  still 
required,  the  latest  crop  of  automation 
products  is  designed  to  reduce  or  elim¬ 
inate  the  need  for  staffers  to  monitor 
storage  systems  and  find  the  specific 
files,  volumes  or  blocks  that  need  re¬ 
tiering  and  manually  move  them. 

IT  managers  must  first  look  at  which 
criteria  the  software  can  consider  (such 
as  how  often  data  is  accessed)  and 
whether  it  can  evaluate  and  move  in¬ 
dividual  blocks  or  files  rather  than  just 
larger  volumes  or  LUNs.  Since  as  little 
as  10%  of  the  blocks  in  a  volume  may  be 
active  enough  to  justify  a  move  to  faster, 
more  expensive  storage,  you’ll  save  mon¬ 
ey  if  you  can  move  just  those,  especially 
if  you’re  moving  to  expensive  SSDs. 

Other  factors  to  consider  include 
how  quickly  the  software  can  detect 
and  react  to  changes  in  data  usage,  and 
whether  administrators  can  override 
the  automated  tiering  if  it  interferes 
with  application  performance.  Admin¬ 
istrators  can  also  use  it  to  predict  when 
certain  data  (such  as  accounting  files 
for  the  quarterly  close)  will  be  needed, 
so  the  tiering  software  can  update  it 
ahead  of  time.  Finally,  administrators 
need  to  decide  how  comfortable  they 
are  ceding  control  to  an  automated  tool. 

While  IT  shops  have  struggled  for 
years  to  implement  ILM,  several  users 


of  automated  data  tiering  say  they’re 
realizing  significant  benefits  with  soft¬ 
ware  that’s  currently  available. 

Sandee  Sprang,  director  of  IT  for 
South  Carolina’s  Office  of  the  Attorney 
General,  set  up  a  storage-area  network 
with  automated  tiering  using  Compel- 
lent  Technologies  Inc.’s  Data  Progres¬ 
sion  about  five  years  ago,  because  she 
didn’t  have  the  staff  “to  determine  what 
type  of  records  needed  to  be  on  the 
most  efficient  storage  for  fast  access.” 
Determining  the  policies  for  the  Com- 
pellent  system  took  about  four  hours, 
and  “the  benefits  have  just  been  phe¬ 
nomenal,”  she  says,  noting  that  storage 
management  time  dropped  from  as 
much  as  24  hours  a  week  to  two  hours. 

Compellent’s  block-level  tiering  also 
helps  maximize  disk  usage,  she  says, 
and  it  “doesn’t  mean  the  entire  case  file 
is  migrating  up  and  down  the  tiers”  — 
just  “the  one  brief  you’re  accessing  or 
one  transcript  from  15  years  ago.” 

Brian  Nielsen,  technology  systems  ar¬ 
chitect  at  the  Salk  Institute’s  Computa¬ 
tional  Neurobiology  Laboratory,  works 
in  a  scientific  computing  environment 
with  highly  variable  workloads  and 
therefore  prizes  the  real-time  analysis 
and  retiering  provided  by  Avere  Sys¬ 
tems  Inc.’s  network-attached  storage  ap- 
Continued  on  page  2& 
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Continued  from  page  24 
pliances.  Before  he  tested,  and  eventu¬ 
ally  purchased,  the  appliances,  he  says, 
it  was  a  challenge  to  move  data  and  to 
identify  which  data  to  move. 

Unlike  earlier  ILM  products,  which 
retiered  data  only  sporadically  and  did 
so  based  only  on  when  it  was  last  ac¬ 
cessed,  the  Avere  system  can  “account 
for  many  different  file  I/O  attributes 
and  dynamically  tier  [data]”  as  applica¬ 
tion  demands  change,  says  Nielsen. 

Brian  Bosserman,  network  and 
systems  operations  manager  at  Foster 
Pepper  PLLC,  a  law  firm  in  Seattle,  is 
experimenting  with  EMC  Corp.’s  fully 
automated  storage  tiering  (FAST)  tech¬ 
nology  on  the  EMC  Celerra  NS-480s  he 
runs  in  his  firm’s  Seattle  and  Spokane 
offices.  He  estimates  that  it  will  save 
10%  of  the  time  he  now  spends  moni¬ 
toring  his  servers’  storage  demands 
and  then  planning  and  executing  the 
retiering  of  virtual  machines  among 
them.  With  FAST,  he  says,  he  hopes  to 
let  EMC’s  Rainfinity  File  Management 
Appliance  do  the  monitoring  and  mov¬ 
ing  “based  on  policies  I  give  it.” 

Installing  FAST  “was  very  straight¬ 
forward,”  says  Bosserman.  “It  comes 
as  a  VMware  [virtual]  appliance.  I  just 
imported  the  FAST  appliance,  started 
it  up  as  a  Unix  box,  then  got  into  it 
through  the  Web  interface  and  man¬ 
aged  it  and  set  it  up  from  there.” 

However,  automated  data  tiering  does 
require  some  upfront  effort  classifying 
data  and  setting  the  policies  that  deter¬ 
mine  when  certain  types  of  data  need 
to  be  moved  (based  on  age  of  the  data, 
application  performance,  or  legal  and 
regulatory  requiremAitl.  Conventional 
wisdom  says  all  that  work  crippled  ear¬ 
lier  “tiering”  approaches  such  as  ILM. 
But  at  least  one  major  user  —  Intel  Corp. 
CIO  Diane  Bryant  —  is  putting  a  formal 
ILM  process  in  place  before  looking  into 
automated  tiering.  Bryant  began  an  ILM 
effort  last  year  to  cut  Intel’s  35%  com¬ 
pound  annual  growth  in  storage  needs, 
and  so  far  40%  of  the  company’s  struc¬ 
tured  data  and  30%  of  its  unstructured 
data  is  governed  by  ILM. 

Sanford  Coker,  Unix  clinical  team 
lead  and  senior  Unix  administrator  at 
Weill  Cornell  Medical  College,  is  start¬ 
ing  to  use  3Par  Inc.’s  Policy  Advisor  in 
his  development  and  test  environment. 
Installation  was  easy,  he  says,  and  ere- 


READ  SET, 
IMPI EMENT? 

Think  your  organization  is  ready  to  tap 
into  the  benefits  of  automated  data-tiering 
technologies?  Consider  these  issues  first: 

IDoes  it  provide  the  mix  of  e-  < 
block-level  tiering  you  require? 

2  Can  you  override  the  automatic 
tierinc  or  performance  or  data- 
retrieval  reasons? 

3  Does  it  support  features  i  as 
thin  prov  ning  or  de-duplica¬ 
tion  if  you’re  using  them? 

4  Does  it,  or  will  it,  support 
ub-LUN  tiering? 

Does  the  vendor  provide  a  growth 
path  for  further  automation? 


mlN  RELIEVER 

What  do  you  perceive  to  be  the  benefits 
of  automated  data  tiering? 

■  Helps  drive  down  total  cost 
of  ownership:  57% 

■  Helps  manage  exploding 
data  growth:  57% 

■  Increases  application 
performance:  43% 

■  Requires  fewer  storage 
administrators  to  manage:  34% 

■  Helps  achieve  energy  efficiency:  29% 

■  Eliminates  the  costly  and  wasteful 
technique  of  short-stroking 
Fibre  Channel  drives:  25% 


■  Improves  I/O  function  for  SSDs:  24% 

HEADACHE 

TRIGGER 

What  do  you  perceive  to  be  the  barriers 
to  automated  data  tiering? 

■  Adds  another  layer  of  complexity/ 
another  point  of  failure:  59% 

■  The  technology  isn't  yet  mature:  47% 

■  Data  could  be  misclassihed 
without  human  oversight:  41% 

■  Too  few  vendors  currently  offer 
the  technology:  34% 

■  My  organization’s  storage  needs 
are  already  well  managed:  18% 

*  Doesn’t  measure  up 
in  terms  of  ROI:  16% 

Base:  138  IT  professionals 

SOURCE:  COMPUTERWORLD'S  EXCLUSIVE 
STORAGE  SPOTLIGHT  SURVEY.  JANUARY  2010 


ating  each  policy  takes  only  about  30 
minutes,  although  tweaking  them  for 
optimum  performance  takes  another 
week  or  so.  He  says  his  “very  conser¬ 
vative”  estimate  is  that  he  can  cut  his 
use  of  Fibre  Channel  disk  by  about  25% 
by  moving  data  onto  less-expensive, 
higher-capacity  SATA  disk. 

WHAT’S  NEXT 

As  it  matures,  automated  data  tier¬ 
ing  could  help  drive  adoption  of  SSD, 
because  it  will  help  administrators 
tune  their  tiering  enough  to  make  sure 
they’re  getting  the  maximum  benefit 
for  the  highest-performing  but  most  ex¬ 
pensive  storage  medium.  But  for  now, 
according  to  storage  administrators, 
vendors  and  analysts,  SSD  is  too  expen¬ 
sive  for  most  mainstream  users. 

Andrew  Reichman,  an  analyst  at  For¬ 
rester  Research  Inc.,  says  it’s  still  more 
cost-effective  to  trade  space  for  perfor¬ 
mance  by  “short-stroking”  disk  drives 
—  intentionally  using  only  part  of  their 
capacity  to  improve  their  performance. 
Pricing  for  tiering  capabilities  ranges 
from  free  (for  software  that’s  already 
included  in  products  that  are  available 
now)  to  more  than  $50,000  for  systems 
such  as  Avere’s  2300  FCN.  Users  must, 
of  course,  also  factor  in  the  cost  of  clas¬ 
sifying  data  and  creating  tiering  policies. 

Major  vendors  such  as  EMC  are  also 
working  to  make  automated  data  tier¬ 
ing  more  “application-aware,”  meaning 
that  the  software  will  understand  the 
I/O  demands  and  other  usage  patterns 
of  popular  applications  and  automati¬ 
cally  retier  to  meet  those  needs.  Such 
interoperability  will  require  standards 
for  the  information  about  the  data  be¬ 
ing  retiered.  One  such  metadata  stan¬ 
dard  is  being  developed  by  the  Storage 
Networking  Industry  Association. 

Those  standards  could  pave  the  way 
for  easier  tiering  across  devices  or  file 
systems  made  by  different  vendors. 
They  could  also  make  it  possible  to  tier 
data  between  an  in-house  data  center 
and  storage  in  the  cloud. 

Until  then,  the  early  wave  of  auto¬ 
mated  data-tiering  products  is  already 
taking  some  of  the  work  out  of  putting 
the  right  data  on  the  right  storage  me¬ 
dium  at  the  right  time.  ■ 

Scheier  is  a  veteran  technology 
writer.  He  can  be  reached  at 
bob@scheierassociates.com. 
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WHOWLL  I 
RUN  THE 
DATA  STORE? 


Automated  storage  technologies 
free  up  storage  administrators’  time  - 
but  maybe  a  little  too  much. 

By  Stacy  Collett 


HEN  IT  COMES 
to  job  stability  and 
pay,  storage  ad¬ 
ministrators  had 
it  made  in  2009. 

In  a  volatile 
economy,  as  sala¬ 
ries  for  other  IT  positions  were  whittled 
down  or  saw  little  or  no  increases,  the 
average  salary  for  a  storage  adminis¬ 
trator  with  10  to  20  years’  experience 
averaged  more  than  $100,000  last  year, 
up  3.2%  from  2008,  according  to  Com- 
puterworld’ s  2009  Salary  Survey. 

With  their  Fibre  Channel  mastery 
and  a  personal  fiefdom  of  equipment, 
protocols  and  activities  that  nobody  else 
touches,  storage  administrators  enjoy  a 
unique  degree  of  job  stability.  But  now 
there’s  a  crop  of  new  storage  automation 
technologies  that  promise  to  change  the 
way  these  IT  professionals  do  their  jobs 
and  may  even  require  them  to  (gasp!) 
share  control  of  the  storage  kingdom. 

“Storage  is  definitely  at  a  point  of 
change  right  now,”  from  both  a  network¬ 
ing  and  organizational  perspective,  says 
Andrew  Reichman,  a  storage  analyst  at 
Forrester  Research  Inc.  Fibre  Channel¬ 
centric  storage  is  slowly  moving  toward 
shared  Ethernet,  and  automated  storage 
technologies  allow  data  and  application 
managers  to  store  data  themselves.  Add 
to  the  mix  automated  data  tiering  (see 
story,  page  22),  thin  provisioning  and 
information  life-cycle  management  tech¬ 
nologies,  and  suddenly  the  once  iron¬ 
clad  position  of  storage  administrator 
appears  to  be  showing  signs  of  rust. 

As  data  storage  becomes  more  auto¬ 
mated  and  efficient,  will  the  skills  of 
today’s  typical  storage  administrator 
become  less  valuable? 

In  five  years,  who  will  be  running 
the  storage  shop?  We  asked  storage 
administrators,  industry  associations 
and  storage  experts  to  weigh  in  on  data 
automation’s  impact  on  careers. 


THE  BIGGEST  THREATS 
Application-centric  storage  is  one  of  the 

biggest  threats  to  today’s  storage  admin¬ 
istrator  role,  Reichman  contends.  “We’re 
starting  to  see  more  examples  of  ap¬ 
plications  being  able  to  do  more  storage 
management  natively,”  he  says.  “Oracle 
has  [automated  storage  management] 
tools,  and  they  have  Exadata,  a  purpose- 
continued  on  page  30 


28  C0MPUTERW0RLD  MARCH  22,  2010 


DON  MASON 


We  Already  Have  The  Answer  to  Your  Enterprise  Data  Erasure  Challenge 


Shown:  Cypher  ultra-portable,  PEEK  portable  erasure  kit 
and  RED  rackmount  erasure  device 


Our  Custom  Tailored  Solutions 
Assure  Maximum  Security 
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data  destruction  challenges, 
but  none  come  close  to  our 
powerful  new  Enterprise  Media 
Erasure  Series.  How  can  we 
say  that  without  knowing  your 
particular  specifications?  Simply 
because  we  configure  our  data 
destruction  solutions  to  match 
any  data  storage  scenario,  from 
world  class  data  centers  to  loose 
hard  drives.  Our  turnkey  systems 
interface  with  multiple  media 
protocols  simultaneously  and 
securely  destroy  data  to  whatever 
standard  you  select. 


So  Advanced,  It's  Simple 

We  fine  tune  the  world's  most 
powerful  and  versatile  data 
erasure  software  to  meet 
your  specific  data  destruction 
requirements.  Not  only  is  this 
toolset  fully  compatible  with  your 
unique  set  of  hardware  elements, 
it's  also  simple  to  use.  The  clean 
and  intuitive  GUI  makes  it  easy 
for  you  to  customize  processing 
features  and  reporting  and 
provides  a  unique  physical 
interface  that  allows  graphic 


interaction  with  your 
media. 

Benefits  Only  Destruct 
Data  Can  Deliver 

•  Custom-tailored, 
turnkey  solution  for 
your  environment 

•  Assures  compliance 
with  legislation  and 
NIST  standards 

•  Addresses 
multiple  protocols 
on  multiple  systems, 
simultaneously 

•  Provides  distributed  or  high 
availability  systems  erasure 
without  operational  interruption 

•  Absolute  flexibility  in  processing 
protocols  and 
reporting  formats 

•  Versatile  and 
comprehensive 
audit  trails 

•  Tracks  proprie¬ 
tary  asset  IDs 

A  Fiscally  Sensible, 
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As  a  non-destructive 
solution,  our 
Enterprise  Data 
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allows  you  to 
re-use  and  re-deploy  your 
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storage  components.  And  we 
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no  an  annual  or  usage-based 
fee.  There  are  no  additional 


consulting  fees,  because  your 
data  erasure  solution  is  already 
matched  to  your  environment. 
Most  importantly,  deployment 
of  our  data  sanitization  provides 
iron  clad  insurance  against  the 
extraordinary  expense  (not  to 
mention  the  embarassment)  of  a 
major  data  breach. 
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your  enterprise  data  erasure 
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Destruct  Data,  Inc. 
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Continued  from  page  28 
built  database  storage  platform.  The 
application  knows  the  context  of  data 
—  it  knows  more  about  what  the  data 
is  doing,  what  it’s  going  to  be  used  for, 
when  it  needs  to  be  archived.  So  I  think 
it’s  possible  that  applications  could  do 
more  of  the  storage  tasks  than  an  inde¬ 
pendent  storage  vendor.” 

In  essence,  application-centric  stor¬ 
age  allows  storage  administrators  to 
revert  to  basic  disk  systems  while  the 
advanced  management  of  data  happens 
in  the  application. 

How  it  could  affect  storage  admin¬ 
istrators:  “The  big  difference  is,  you 
wouldn’t  have  the  entire  company’s 
storage  sitting  in  one  group,”  Reichman 
says.  “I  predict  that  each  major  applica¬ 
tion  stack  would  have  its  own  storage 
experts  sitting  side  by  side  with  DBAs 
and  the  network  team  to  make  it  all  hap¬ 
pen.  So  the  reporting  structure  would 
change,  and  the  storage  director  would 
be  one  of  the  most  at-risk  positions.” 

Automated  tiering  technology  could  also 
lead  to  a  decrease  in  reliance  on  storage 
administrators,  industry  watchers  say. 

Tiering  storage  ranks  among  IT’s 
top  five  initiatives  over  the  next  two 
years,  along  with  storage  virtualization 
and  “data  reduction”  technologies,  ac¬ 
cording  to  Enterprise  Strategy  Group, 
an  IT  analyst  firm  in  Milford,  Mass. 

Today,  only  a  few  vendors  offer 
automated  storage  tiering,  including 
Compellent  Technologies  Inc.  and  EMC 
Corp.,  which  in  December  rolled  out  its 
fully  automated  storage  tiering  (FAST) 
technology  across  three  lines  of  storage 
arrays.  The  technology  will  allow  data 
volumes  to  be  automatically  moved 
between  tiers  of  storage,  depending  on 
business  performance  requirements. 

How  it  could  affect  storage  admin¬ 
istrators:  Right  now,  tiering  requires 
storage  administrators  to  figure  out 
the  criticality  of  application  data,  test 
the  performance  of  configurations, 
plan  the  move,  test  the  ramifications 
and  execute  the  move.  All  of  that  is 
time-consuming.  If  it  were  automated, 
there  would  be  less  reliance  on  storage 
administrators. 

The  move  from  Fibre  Channel  to  cheap¬ 
er,  shared  Ethernet  also  threatens  the 
role  of  storage  administrators. 

A  combination  of  networking  and 
storage  expertise  ranked  third  among 


SAFE  AND 
SOUND? 

Are  the  jobs  of  storage  administrators 
threatened  by  increasing  automation  over 
the  next  five  years? 


Yes: 

23% 


C  R  L  )SING 
GROUND? 

Five  yea  rs  from  now,  who  will  be 
in  charge  o  datastorage? 


Network 

administrators: 

Storage 
administrators: 

52% 
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the  hottest  IT  skills  for  2010,  according 
to  Computerworld' s  annual  Forecast 
survey.  The  demand  for  people  with 
those  skills  is  likely  connected  to  the 
growing  complexity  of  networks  and  to 
the  stresses  placed  on  them  by  virtual¬ 
ization  and  newly  popular  approaches 
to  application  delivery,  such  as  cloud 
computing  and  software  as  a  service, 
says  Dave  Willmer,  executive  director 
of  IT  staffing  firm  Robert  Half  Technol¬ 
ogy,  and  a  Computerworld  columnist. 

At  Scottrade  Inc.,  CIO  Ian  Patter¬ 
son  sees  the  online  financial  services 
company  dabbling  with  a  converged 
infrastructure  in  2010,  driving  a  need 
for  people  with  a  mix  of  server,  soft¬ 
ware  and  networking  skills  to  support 
networked  storage  and  server  devices 
contained  in  a  single  chassis. 

“This  will  change  the  market  for  the 


type  of  people  we  need,”  he  says.  “It 
won’t  be  just  a  guy  who  knows  EMC 
and  Hitachi  storage,  but  [one]  who 
knows  server,  storage  and  networking 
all  in  one  device.” 

How  it  could  affect  storage  administra¬ 
tors:  Networking  professionals  who  are 
experienced  in  Ethernet  could  elbow  in 
on  the  storage  administrator’s  territory. 

CHANGE  ON  THE  WAY 

All  is  not  bleak  for  storage  adminis¬ 
trators,  analysts  agree.  “Jobs  don’t  go 
extinct  in  IT,  they  just  change,”  says 
David  Foote,  CEO  and  chief  research 
officer  at  Foote  Partners  LLC.  Just  as 
storage  administrators  had  to  brush  up 
their  skills  and  certifications  with  the 
arrival  of  storage-area  networks  earlier 
in  the  decade  and,  later,  virtualization, 
they  will  have  to  prepare  themselves 
for  the  coming  wave  of  automation. 

What’s  more,  a  converged  network 
doesn’t  necessarily  mean  a  conver¬ 
gence  of  storage  and  network  posi¬ 
tions,  says  Wayne  Adams,  chairman  of 
the  Storage  Networking  Industry  As¬ 
sociation.  “A  storage  administrator  is 
going  to  be  making  sure  data  is  always 
available,  accurate  and  can  be  restored. 
A  network  administrator  focuses  on 
connectivity  and  bandwidth.  We  don’t 
see  an  fiber  skill  set”  with  both  roles 
combined  in  the  future,  says  Adams. 

WHAT  YOU  CAN  DO  NOW 

Storage  administrators  should  pay  close 
attention  to  the  application  teams  whose 
data  they  store,  in  order  to  understand 
the  businesses  uses  of  that  data.  “They 
may  someday  report  to  those  database 
teams,”  Reichman  says.  But  storage 
administrators  will  still  need  to  provide 
data  protection,  replication  and  provi¬ 
sioning,  he  adds.  “So  their  skill  set  is 
going  to  remain  valuable.” 

There’s  still  a  lot  of  uncertainty  about 
where  the  market  for  automated  stor¬ 
age  technologies  will  go.  “If  you  look 
at  what  [technology]  changes  jobs  in 
IT,  and  what  we  were  doing  five  years 
ago,  it’s  a  combination  of  technology 
maturation  and  innovation,”  Foote  says. 
“Bill  Gates  completely  missed  the  Inter¬ 
net  in  his  first  biography.  Even  the  best 
and  brightest  sometimes  have  no  idea 
what’s  going  to  happen.”  ■ 

Collett  is  a  Computerworld  contributing 
writer.  Contact  her  at  stcollett@aol.com.  - 
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Xiotech  ISE, 
now  available  for 


Microsoft 

Hyper-V~Server2008 


vmware* 


Find  out  more  from  Xiotech 
CTO  Steve  Sicola  by  visiting: 

www.xiotech.com/runbetter 
or  calll  .866.472.6764 


APPLICATIONS  RUN 

YOUR  BUSINESS 

WE  MAKE  YOUR  APPLICATIONS 


Traditional  storage  architectures  emphasize  functionality  in  the  controller.  But  in 
the  era  of  increasingly  intelligent  applications  that  exert  more  control  over  storage, 
why  should  you  pay  twice  for  functionality- once  in  the  application,  and  again  in  storage? 


Xiotech’s  Intelligent  Application  Storage  is  the  new  storage  paradigm  that  unlocks 
your  application  performance,  drives  new  levels  of  IT  efficiency,  and  integrates  easily 
and  seamlessly  with  application  functionality. 


Be  sure  to  visit  us  at  SNW  IBOOTH  121)  in  Orlando 
FL  between  April  12-15,  to  find  out  how  much  better 
your  apps  can  run  with  Xiotech’s  ISE™  (Intelligent 
Storage  Element)  and  enter  to  win  this  Apple  iPad! 
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■  OPINION 


Preston  Gralla 


E-mail  Is  Dead. 
Long  Live  E-mail! 

GIVEN  THE  GROWTH  of  social  networking  ser¬ 
vices  such  as  Facebook  and  Twitter,  and  the  in¬ 
creasing  use  of  collaboration  tools  such  as  Micro¬ 
soft  SharePoint,  you  may  begin  to  wonder  whether 
e-maifs  day  in  the  sun  is  coming  to  an  end. 


Once  the  primary  way 
we  communicated  elec¬ 
tronically,  e-mail  has  begun 
to  seem  less  central  to  our 
daily  lives.  It  feels  as  if 
a  tipping  point  has  been 
reached.  Businesses  rec¬ 
ognize  the  power  of  social 
networking  sites  to  attract 
customers,  build  buzz  and 
perform  sophisticated  re¬ 
search,  and  they  see  that 
collaboration  tools  can  al¬ 
low  employees  to  work  with 
one  another  and  with  peo¬ 
ple  outside  the  company. 

E-mail,  it  seems,  is  no 
longer  the  center  of  the 
universe.  So  is  it  time  to 
say  goodbye  to  it  as  the 
core  of  business  and  per¬ 
sonal  communication? 

Will  e-mail  go  the  way  of 
the  physically  mailed  let¬ 
ter  —  useful  for  certain 
purposes,  but  not  the  pri¬ 
mary  way  that  people  keep 
in  touch  and  collaborate? 

Not  if  Microsoft  or 
Google  has  its  way.  Both 
companies  —  and  other, 
smaller  ones  —  recognize 
the  power  of  social  net¬ 
working  and  collabora¬ 


tion  tools  and  understand 
how  they’re  endangering 
e-mail.  And  both  are  look¬ 
ing  at  ways  to  merge  them 
with  traditional  e-mail  and 
make  e-mail  once  again 
the  center  of  the  commu¬ 
nications  universe. 

In  the  world  envisioned 
by  Microsoft  and  Google, 
e-mail  would  become  a  hub 
for  all  electronic  communi¬ 
cations.  It  would  merge  all 
contacts  from  all  services 
into  one  location,  allow 
you  to  interact  with  oth¬ 
ers  on  social  networking 
sites  without  leaving  your 
e-mail  client  or  service,  and 
aggregate  all  communica¬ 
tion,  including  collabora¬ 
tion,  in  one  location. 

Both  Microsoft  and 
Google  have  already  taken 
initial  steps  toward  mak- 

■  Companies, 
including  Google 
and  Microsoft, 
recognize  how  so¬ 
cial  networking  is 
endangering  e-mail. 


ing  it  happen,  as  have  oth¬ 
er  companies.  Microsoft, 
for  example,  recently  re¬ 
leased  the  beta  of  Outlook 
Social  Connector,  which 
links  Outlook  to  social 
networking  sites.  An  indi¬ 
vidual  connector  is  already 
available  for  Linkedln, 
and  one  is  in  the  works  for 
Facebook.  You  can  expect 
one  for  Twitter  as  well. 

The  Outlook  Social  Con¬ 
nector  will  ship  as  part  of 
Outlook  2010  and  is  avail¬ 
able  as  a  free  download  for 
Outlook  2003  and  2007. 

Microsoft  has  also  re¬ 
leased  detailed  informa¬ 
tion  about  Outlook’s  .pst 
file  structure  so  other 
developers  can  write  ap¬ 
plications  for  it  and  link  to 
it  —  and  don’t  be  surprised 
if  a  good  number  of  those 
applications  are  related  to 
social  networking. 

Google,  meanwhile, 
released  Google  Buzz, 
a  somewhat  confusing 
tool  designed  to  integrate 
social  networking  with 
Gmail.  Surprisingly,  this  is 
one  instance  where  Micro¬ 


soft  has  done  a  better  job 
than  Google,  but  expect 
future  versions  of  Buzz  to 
be  more  impressive. 

Microsoft  and  Google 
aren’t  the  only  ones  get¬ 
ting  into  the  act.  The  free 
Outlook  add-in  Xobni 
already  connects  Outlook 
to  Facebook  and  Linkedln, 
and  it  does  a  better  job 
of  it  than  Outlook  Social 
Connector.  Another  free 
Outlook  add-in,  Main- 
soft’s  Harmony,  connects 
Outlook  to  Google  Docs 
and  SharePoint  document 
libraries  to  make  collabo¬ 
ration  easier. 

All  of  these  tools,  as 
useful  as  they  are,  are  still 
somewhat  rudimentary. 
They  can’t,  for  example, 
display  ongoing  Twitter 
streams  and  don’t  allow  for 
full  integration  with  social 
networking  sites.  But  that’s 
because  they’re  new.  Even¬ 
tually,  your  e-mail  client 
or  service  will  become  a 
central  hub  for  all  of  your 
electronic  communication. 

This  means  enterprise 
IT  will  struggle  with  a 
host  of  issues,  including 
privacy  and  security  chal¬ 
lenges  and  questions  about 
how  much  two-way  inte¬ 
gration  to  permit  with  so¬ 
cial  networking  sites.  But 
the  benefits  far  outweigh 
the  costs  of  solving  those 
problems.  E-mail,  both  in 
business  and  for  consum¬ 
ers,  will  once  again  reign 
supreme.  ■ 

Preston  Gralla  is  a  contrib¬ 
uting  editor  for  Computer- 
world.com  and  the  author 
of  more  than  35  books, 
including  How  the  Internet 
Works  (Que,  2006). 
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Actually,  since  1997.  But  in  the  IT  realm, 

13 years  is  a  very,  very  long  time* 
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the  help  desk  for  2010:  hanging  on  and 
hoping  for  better  times. 

At  California  State  University,  Stan¬ 
islaus,  help  desk  lead  James  Koelewyn, 
along  with  a  few  part-time  assistants, 
supports  10,000  users  —  a  combination 
of  students,  faculty  and  staff. 

The  university  has  a  separate  de¬ 
partment  for  desktop  support  when 
problems  escalate,  but  Koelewyn  and 
his  stitched-together  team  provide  tri¬ 
age  for  all  the  incidents  that  come  in 
over  the  phone,  via  e-mail  and  at  the 
walk-up  help  desk  located  in  the  uni¬ 
versity’s  library. 

“Right  now,  with  the  state  of  Califor¬ 
nia  budget  cuts,  the  problem  is  keeping 
[positions],”  says  Koelewyn,  whose 
pay  was  cut  by  10%  in  2009.  “They 
keep  cutting  back;  pretty  soon  I  may  be 
looking  at  being  the  only  one  manning 
the  help  desk.” 

That  would  put  the  ratio  of  end  users 
to  help  desk  staffers  at  10,000-to-l.  To¬ 
day,  it’s  roughly  10,000-to-3,  though  his 
four  part-time  student  assistants  don’t 
have  clearance  to  perform  all  the  tasks 
that  Koelewyn  can.  The  most  help  he’s 
had  in  the  eight  years  he’s  been  at  the 
university  is  eight  part-time  student 
assistants. 

Despite  the  lack  of  staff,  Koelewyn 
feels  that  the  help  desk  is  doing  a  good 
job  of  supporting  the  user  community; 
it  often  achieves  his  goal  of  responding 
to  trouble  tickets  within  an  hour  dur¬ 
ing  business  hours. 

He  has  a  long  list  of  desired  improve¬ 
ments  that  would  make  the  help  desk 
more  efficient,  such  as  a  central  knowl¬ 
edge  base,  remote  control  capabilities 
and  a  database  of  standard  responses 
to  common  problems.  However,  even 
those  relatively  inexpensive  items  re¬ 
quire  employee  hours,  which  are  scarce. 

“We’re  already  on  furloughs,  but  [in 
2010]  they’re  talking  about  not  having 
furloughs  and  cutting  staff  instead,” 
says  Koelewyn. 

GROWING  RESPONSIBILITIES 

Other  help  desk  professionals  find 
themselves  stretched  in  different  ways. 
As  companies  have  reduced  their 
ranks,  many  help  desk  employees  have 
had  to  take  on  additional  titles,  such 
as  systems  administrator  or  network 
manager,  often  without  a  pay  increase 
Continued  on  page  36 


For  corporate  IT  managers, 
the  new  year  brings  hope  that 
budgets  will  grow,  workloads 
will  return  to  normal  and  the 
worst  of  the  recession  is  over. 

Yet  down  in  the  tech  department 
trenches,  help  desk  professionals  aren’t 
feeling  so  optimistic.  Struggling  to  sup¬ 
port  end  users,  help  desk  technicians 
say  that  because  of  staff  reductions, 
aging  technology  and  higher  incident 
rates,  their  jobs  have  gone  from  bad  to 
worse,  although  they  acknowledge  that 
in  this  economy,  they’re  lucky  to  have 
jobs  at  all. 

But  is  there  a  silver  lining  to  the  long 


hours,  reductions  in  pay  and  benefits, 
and  job  insecurity  that  help  desk  pro¬ 
fessionals  are  currently  enduring? 

Perhaps,  industry  watchers  say.  Many 
help  desk  staffers  are  shouldering  new 
responsibilities  and  demonstrating 
leadership  qualities  that  could  serve 
them  well  once  their  employers  emerge 
from  the  economic  cloud.  Those  who 
have  successfully  taken  on  new  tasks, 
or  even  additional  titles,  during  these 
tough  times  could  be  in  a  position  to 
advance  when  their  employers  begin 
promoting  and  hiring  again  —  if  they 
can  make  it  to  that  point. 

That,  in  a  nutshell,  is  the  state  of 


Help  Desks 

Under  Pressure 

Hit  hard  by  the  recession,  corporate  help 
desks  remain  woefully  understaffed  ana 
overworked,  with  little  relief  in  sight. 

By  Cara  Garretson 
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The  power  of  desktop  virtualization. 


Thousands  of  virtual  desktops  and 
applications,  in  any  combination,  now  in 

your  capable  hands.  Citrix®  XenDesktop™  with 


HDX™  technology  gives  you 
an  effortless  way  to  deliver 

high-definition  Windows  desktops 
as  a  personalized, 

on-demand  service. 
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No  matter 
how  many  devices, 
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support,  control  every  one  of 
them  from  a  single  set  of  secure, 


centrally  managed  images.  All  from 

one  convenient  location — -your  fingertips. 
Think  of  it  as  simplicity,  delivered. 

Simplicity  is  power.  Citrix. 
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Continued  from  page  34 
or  other  forms  of  recognition. 

Adam  Frost  joined  ID  Solutions,  an  IT 
service  provider  in  San  Diego,  about  a 
year  ago,  and  he  quickly  added  network 
administrator  to  his  current  title  of  help 
desk  manager.  He  is  one  of  seven  help 
desk  workers  supporting  1,100  users. 

Although  his  network  administrator 
tasks,  such  as  setting  up  servers,  don’t 
add  to  the  number  of  end  users  he  sup¬ 
ports,  they  do  require  him  to  put  in  more 
hours,  sometimes  on  the  weekends. 

While  Frost  feels  that  his  company 
doesn’t  fully  appreciate  the  contribu¬ 
tions  the  help  desk  makes  to  the  business 
—  until  recently,  his  department’s  office 
at  one  ID  Solutions  location  was  a  supply 
closet  —  he’s  not  about  to  complain,  not 
now  at  least.  “It  is  what  it  is,”  says  Frost 
of  his  situation.  “I’m  happy  to  have  a  job.” 

Other  help  desk  professionals  find 
themselves  performing  tasks  that  fall 
outside  the  realm  of  the  IT  department 
altogether.  Dustin  Hane  is  systems 

administrator 
at  International 
Commerce  & 
Marketing  Corp., 
a  catalog  and  In¬ 
ternet  marketing 
and  manufactur¬ 
ing  firm  in  Mil¬ 
waukee.  He  and 
another  staffer 
are  responsible 
for  providing  help 
desk  support  to 
the  company’s  143 
employees. 

After  the  company  laid  off  50  people 
during  the  second  half  of  2009,  Hane 
also  began  taking  calls  from  external 
customers  wanting  to  place  orders  or 
looking  for  general  customer  service. 

“I  don’t  mind  doing  the  extra  work, 
says  Hane,  although  he  does  acknowl¬ 
edge  that  it  keeps  him  “really  busy.” 
What  does  bother  him?  “The  people 
running  around  complaining  about 
how  much  work  they  have  to  do  and 
how  much  they  hate  their  job,”  he  says. 
“They  need  to  be  very  happy  that  they 
have  a  job.” 

Instead  of  reducing  head  count  or 
adding  responsibilities,  some  compa¬ 
nies  are  dealing  with  the  uncertain 
business  climate  by  forgoing  hiring  full¬ 
time  help  desk  staffers  altogether  and 


Diminishing  Pay 

Help  desk  managers  saw  their  total 
compensation  stay  roughly  flat  in  the 
past  year.  And  their  staff-level  counter¬ 
parts  didn’t  fare  any  better,  with  overall 
pay  dropping  slightly  for  help  desk 
specialists. 
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Mounting  Work 

The  number  of  incidents  help  desks  are 
dealing  with  rose  8%  from  2008  to 
2009,  according  to  the  2009  Practices 
and  Salary  Report  from  HDI.  Here  are 
some  of  the  reasons  for  the  increase: 

Infrastructure  or 
product  changes 
(upgrades,  conversions, 
installatior  ) 

42% 

Expanded  service 
offerings  by  the 
support  cent  r 

25% 

More 

customers 

19% 

Increased  awareness 
of  support  center 

7% 

Lack  of  customer 
comp  ;y 

5% 

Poor  product 

4AL 

SOURCE  HDI  SURVEY  OP  t  OOO  SUPPORT  CENTER 
MANAGERS  IN  11  DIFFERENT  INDUSTRIES  TROM  MAY 
THROUGH  JULY  2009 


using  contract  or  part-time  workers  to 
whom  they  don’t  need  to  pay  benefits. 

While  such  moves  may  cut  costs  in 
the  short  term,  piecing  together  a  de¬ 
partment  from  contract  and  part-time 
workers  isn’t  a  tenable  long-term  strat¬ 
egy,  contends  Don  Clark,  a  help  desk 
analyst  at  Health  Care  Service  Corp. 
(HCSC),  which  operates  Blue  Cross  and 
Blue  Shield  companies  in  several  states. 

Clark  isn’t  employed  by  HCSC;  he 
works  for  Technisource  Inc.,  an  out¬ 
sourcer  that  provides  help  desk  staff 
to  HCSC  on  a  contract  basis.  Clark 
says  that  the  arrangement  represents  a 
troubling  trend  among  larger  compa¬ 
nies  for  myriad  reasons:  It’s  not  a  cost- 
saver  in  the  long  run,  once  the  middle¬ 
man’s  fees  are  factored  in;  there’s  a 
higher  turnover  rate  among  contract 
workers;  and  the  quality  of  service  pro¬ 
vided  isn’t  comparable,  which  leads  to 
a  higher  incidence  of  call  escalations. 

“The  biggest  issue  [on  the  help  desk] 
is  the  sheer  size  and  complexity  of  sys¬ 
tems,”  says  Clark,  emphasizing  that  his 
strong  opinions  on  the  subject  of  help 
desk  outsourcing  are  his  own. 

“We’ve  got  hundreds  of  programs 
involved,  but  no  one  can  be  an  expert 
in  enough  of  them,”  which  means  an 
excessive  number  of  trouble  tickets  are 
generated  to  get  a  problem  escalated  to 
the  next  level  of  support.  It’s  preferable 
to  get  a  solution  without  escalation, 
Clark  says,  “but  given  the  size  and 
complexity  of  the  systems,  that’s  not 
always  possible”  using  outsourcers. 

QUALITY  CONCERNS 

On  at  least  one  point  —  quality  of 
service  —  Clark  isn’t  alone  in  his 
assessment. 

Robert  Last,  content  manager  at  HDI, 
an  IT  service  and  support  association, 
says  that  while  many  companies  still 
hire  contractors  to  provide  help  desk 
support,  it’s  a  trend  that’s  winding  down 
as  firms  find  that  the  quality  of  service 
isn’t  as  high  as  they  had  expected. 

“Some  organizations  just  want  peo¬ 
ple  to  answer  the  phone,  [but]  you  get 
what  you  pay  for,”  says  Last.  “Business 
leaders  and  consumers  have  soured 
on  outsourcing  because  of  the  lack  of 
service;  it’s  now  a  marketing  technique 
to  [be  able  to]  say,  ‘We  answer  our  own 
phones.’  ” 

Indeed,  only  9.2%  of  the  1*000  re- 
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Turning  Lemons  Into  Lemonade 


David  Dray  hopes  the  added  respon¬ 
sibilities  he  has  carried  during  tough 
economic  times  will  help  him  in  the 
long  run.  Gray  was  hired  two  years  ago 
as  the  IT  support  specialist  at  Advance 
Education  lnc.f  which  operates  schools 
in  California  for  children  and  adults  with 
autism  and  other  behavioral  issues. 

He  runs  the  help  desk  for 
the  company’s  350  users  in 
multiple  locations,  and  once  he 
earned  the  required  certifica¬ 
tion,  systems  administrator 
functions  were  added  to  his 
job.  Gray  also  served  as  acting 
IT  manager  for  three  months 
while  the  company  was  looking 
to  replace  his  former  boss. 

“I  got  no  additional  compen¬ 


sation,  no  meetings  with  the  board.  I  just 
knew  the  job  had  to  be  done,”  he  says  of 
the  three-month  stint. 

Even  if  Gray’s  title  doesn’t  reflect  all 
he’s  done,  the  experience  has  given  him 
the  skills  and  the  attitude  to  take  on  a 
larger  role  at  some  point  -  either  at  his 
existing  employer  or  elsewhere,  he  says. 
“There’s  a  big  difference 
between  an  IT  professional  and 
someone  who  works  on  com¬ 
puters,”  Gray  says,  adding  that 
a  professional  must  constantly 
expand  his  or  her  skill  set, 
whether  there’s  a  recession  on 
or  not.  “The  second  you  stop 
learning,”  he  says,  “you’re  out¬ 
dated  and  you’re  out  of  a  job.” 

-  CARA  GARRETSON 


spondents  to  HDI’s  2009  Practices  and 
Salary  Report  survey  said  they  were 
currently  outsourcing  help  desk  staff, 
down  from  11.3%  in  2008.  And  in  2009, 
just  4.6%  of  the  respondents  said  they 
were  considering  outsourcing,  com¬ 
pared  with  the  10.2%  who  indicated 
that  they  were  considering  it  in  2008. 

When  respondents  to  the  2009  survey 
were  asked  why  they  weren’t  outsourc¬ 
ing  help  desk  duties,  “lack  of  control 
over  service”  was  the  No.  1  answer,  cho¬ 
sen  by  59.3%  of  those  polled,  while  “ser¬ 
vice  quality”  was  chosen  by  53.7%. 

While  help  desk  professionals  are 
being  stretched  thin,  the  number  of 
problems  they  are  dealing  with  on  av¬ 
erage  grew  in  2009.  According  to  HDI, 
70%  of  help  desks  saw  more  incidents 
last  year  (see  chart  at  left),  even  though 
most  of  them  weren’t  supporting  more 
customers.  Help  desk  staffs  spent  75% 
of  their  time  dealing  with  such  inci¬ 
dents  —  up  from  67%  in  2008  —  which 
in  turn  gave  them  less  time  to  train, 
plan  and  develop  strategies,  says  HDI. 

And  help  desk  pay  certainly  isn’t 
increasing  along  with  those  oversized 
workloads  and  added  responsibilities. 
According  to  Computerworld’ s  2010  Sal¬ 
ary  Survey,  total  compensation  (salary 
plus  bonus)  for  help  desk  managers  and 
staffers  has  stayed  flat  in  the  past  year. 

“Help  desk  managers  are  continu¬ 
ing  to  be  pressed  to  do  more  with  their 
current  resources,”  says  Rich  Hand, 


HDI’s  longtime  executive  director  of 
membership,  who  recently  left  the 
organization  to  start  a  new  venture. 
“They  are  taking  on  more  responsibil¬ 
ity  and  expanding  their  role.” 

In  the  long  run,  taking  on  more  and 
varied  tasks  could  aid  help  desk  work¬ 
ers  in  their  quest  for  advancement. 
Shouldering  multiple  responsibilities 
may  expose  them  to  more  aspects  of 
the  business  and  to  different  managers 
than  more  sheltered  help  desk  employ¬ 


ees  traditionally  encounter. 

“Help  desk  managers  are  getting 
involved  in  the  process,  and  that’s  vital 
in  service  management,”  says  Hand. 
“They’re  cross-functionally  working 
with  other  organizations  of  the  business, 
and  they’re  starting  to  be  seen  as  re¬ 
spected  IT  professionals  instead  of  folks 
who’re  just  stuck  fixing  problems.”  ■ 
Garretson  is  a  freelance  writer  in  the 
Washington,  D.C.,  area.  She  can  be 
reached  at  caragarretson@gmail.com. 


Come  together  at  Citrix  Synergy. 

Get  the  facts  on  virtualization,  cloud  computing 
and  networking  at  Synergy,  the  premier 
conference  for  IT  professionals.  Expand  your  knowledge 
and  skills  at  over  60  breakout  sessions  covering 

everything  from  the  possibilities  of  desktop 
virtualization  to  what's  real  in  cloud  computing  - 
public  and  private.  It's  an  investment  in  your  future  and 
the  best  way  to  keep  your  IT  environment  on  track. 
Get  the  details  at  citrixsynergy.com. 
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IT  Road  Map 

Here’s  how  to  get  started  with  an 
enterprise  architecture  project. 

By  Jennifer  Pfaff 


ofEA 

The  first  phase  of  an  enterprise  architecture  project  paves  the  way  for  the  others. 

AurfSdk  This  phase 

This  phase 

contains  a  review  of  the 

establishes  the  criteria  used  to  guide 

business  needs  and  the 

decisions  about  IT,  models  the  IT  archi- 

development  of  the  processes 

tecture  today,  identifies  where  IT  should  be 

needed  to  support  them.  It  is 

in  three  years  and  then  describes  how  to  get  there. 

interactive  with  the  business. 

This  involves  an  in-depth  review  of 

The  three-year  road 

WN WMSIB  IT  projects  and  the  road  map.  as  well 

1  map  is  implemented,  and  met- 

as  the  plan  for  communicating  with 

rics  are  used  to  continually  track, 

the  business  about  the  project. 

review  and  refine  the  programs. 

-  JENNIFER  PFAFF 

L 

_ J 

A  SUCCESSFUL  enter- 
prise  architecture 
project  can  help 
unlock  an  IT  de¬ 
partment’s  true  value  to  the 
business  it  supports.  EA,  as 
a  discipline,  allows  an  orga¬ 
nization  to  compare  its  near- 
term  business  objectives 
with  its  current  technological 
capabilities  and  then  make 
intelligent  decisions  about 
what  it  can  reasonably  expect 
to  accomplish.  Furthermore, 
the  gaps  that  are  identified 
represent  opportunities  for 
future  IT  investments. 

Sound  like  a  lofty  endeavor? 
It  is,  but  getting  there  isn’t  as 
difficult  as  you  might  think. 

Developing  a  good  enter¬ 
prise  architecture  program 
shouldn’t  require  a  dedicated 
full-time  staff  of  special¬ 
ists.  A  team  led  by  a  strong, 
focused  manager  can  jump- 
start  an  EA  program  by 
creating  small  deliverables 
that  the  business  stakehold¬ 
ers  can  understand.  (Hint: 

If  your  program’s  objectives 
can’t  be  described  in  an  ele¬ 
vator  speech,  have  your  team 
step  back  and  simplify.) 

Work  with  representa¬ 
tives  from  the  business 
side  to  set  up  four  easily 
understood  documents;  if 
the  business  people  have  a 
chance  to  offer  input,  they 
should  be  able  to  understand 
the  business  value  of  each 
phase  of  your  EA  program. 

This  discussion  will  focus 
solely  on  Phase  1  of  an  enter¬ 
prise  architecture  initiative. 
This  phase  should  include 
the  following: 

■  The  Foundation  (prin¬ 
ciples  and  objectives). 

■  The  As-Is  Architecture 
Model. 

■  The  To-Be  Architecture 
Model. 

■  The  Transition  Model 
(i.e.,  a  road  map). 

If  you  take  the  time  to 
fully  develop  each  of  those 
documents,  you’ll  lay  the 
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groundwork  for  discussing 
valuable  opportunities  for 
improvement. 

The  Foundation  document 
should  state  your  organiza¬ 
tion’s  definition  of  EA  suc¬ 
cess.  You  need  to  be  specific 
here;  avoid  big  words  and 
esoteric  ideas.  Ask  yourself 
what  criteria  will  be  impor¬ 
tant  when  you’re  deciding 
how  to  balance  IT-driven  ob¬ 
jectives  with  companywide 
interests.  You  might  end  up 
with  principles  like  these: 

■  We  evaluate  solutions 
based  on  scalability,  exten¬ 
sibility,  interoperability  and 
compatibility. 

■  We  use  off-the-shelf  tools. 

■  We  integrate  enterprise 
security  into  all  aspects  of 
technology,  from  the  physi¬ 
cal  to  the  virtual. 

Whatever  they  turn  out 
to  be,  your  principles  should 
be  reviewed  with  all  mem¬ 
bers  of  the  IT  team  and  the 
business  team.  They  will  be 
used  to  drive  all  future  dis¬ 
cussions  and  decisions. 

Once  your  Foundation  is 
complete,  you  can  move  on 
to  documenting  both  the  As- 
Is  and  To-Be  Architecture 
Models.  These  documents 
should  graphically  represent 
the  organization’s  current 
and  desired  enterprise  archi¬ 
tectures.  Remember,  simple 
is  better.  Try  to  keep  each 
model  to  one  page.  If  you’re 
stumped,  search  the  Internet 
for  sample  frameworks  and 
look  for  examples  from  par¬ 
allel  industries.  Be  patient; 
developing  the  best  model 
for  your  organization  will 
require  a  few  iterations. 

In  the  beginning,  there 
may  be  a  learning  curve  as 
the  IT  team  determines  the 
appropriate  level  of  detail. 
There  will  be  a  temptation 
to  list  the  hundreds  (or 
thousands)  of  software  ap¬ 
plications  that  your  organi¬ 
zation  has,  but  it’s  the  sum¬ 
marized  information  that 


is  critical  to  capture.  Keep 
your  EA  team  focused  on 
developing  a  model  —  the 
details  can  be  filled  in  as  the 
team  moves  forward. 

Your  model  could  have  a 
hierarchy  like  this: 

■  Enterprise  (the  complete 
environment). 

■  Domains  (independent 


categories,  like  Infrastruc¬ 
ture). 

■  Categories  (logical  sub¬ 
sets,  like  Network/Telecom). 

■  Elements  (the  most 
granular  support  functions, 
like  Routers). 

Once  your  team  defines 
all  the  relevant  technology 
domains  for  your  business, 
the  elements  can  be  priori¬ 


tized  according  to  the  ROI 
for  each  element’s  improve¬ 
ment  opportunity.  For  ex¬ 
ample,  the  elements  could 
be  color-coded,  with  red 
drawing  attention  to  a  high 
ROI  opportunity,  yellow  for 
medium  ROI  and  green  for 
a  low  ROI  element.  Don’t  be 
afraid  to  change  the  ranking 


of  each  element  on  the  To- 
Be  Model  as  new  informa¬ 
tion  becomes  available  and 
corporate  strategies  change 

THE  ROAD  MAP 

Finally,  you’ll  need  to  ex¬ 
plain  how  you  plan  to  help 
the  business  get  from  the 
As-Is  Model  to  the  To-Be 
Model.  The  best  way  to  do 


that  is  to  create  a  graphical 
road  map.  This  is  the  final 
deliverable  in  Phase  1,  and 
it’s  a  critical  component 
that  will  help  ease  senior 
management’s  angst  about 
the  path  forward.  This  key 
transition  moves  the  project 
from  an  IT  focus  to  a  discus¬ 
sion  about  the  business  and 
improvement  efforts. 

The  road  map  should  in¬ 
clude  deadlines  for  achiev¬ 
ing  each  part  of  the  To-Be 
Model,  and  it  should  show 
the  organization’s  prog¬ 
ress  toward  each  goal.  The 
road  map  should  depict  the 
phased  implementation  of 
projects  so  business  people 
can  review  the  timeline.  If 
business  executives  don’t 
agree  with  the  timing  in  the 
road  map,  they  can  speak  up 
and  make  adjustments. 

Using  color  coding,  the 
road  map  can  also  dem¬ 
onstrate  how  the  business 
changes  throughout  the 
process;  for  example,  along 
a  three-year  span,  a  proj¬ 
ect’s  priority  may  change 
from  green  to  red  based  on 
agreed-upon  criteria. 

The  road  map  is  a  great 
asset  that  should  be  used  to 
continually  articulate  the 
value  of  your  EA  program  to 
senior  management. 

These  four  deliverables 
will  become  catalysts  for 
meaningful  discussions 
with  your  business  counter¬ 
parts  using  a  common 
language.  They’ll  provide 
the  business  with  insights 
for  determining  which  IT 
projects  to  fund,  based  on 
the  color-coded  priorities. 
And  you’ll  have  a  road  map 
showing  how  you’re  going 
to  get  from  where  you  are  to 
where  you  want  to  be.  ■ 

Pfaff  is  director  of  the  global 
IT  Project  Management 
Office  at  Jacobs  Engineer¬ 
ing  Group  Inc.  in  Bingham 
Farms,  Mich.  Contact  her  at 
jennifer.pfaff@jacobs.com. 


TOUGH  QUESTION  #3 

HOW  DOES  ONE  OF 
THE  WORLD’S  LARGEST 
AUDITING  FIRMS 
PROVIDE  80,000 
SECURE  CONNECTIONS? 
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■  SECURITY  MANAGER’S  JOURNAL  MATHIAS  THURMAN 


BYOPC  Won’t  Be  a 
Party  for  Security 

If  all  employees  used  their  own  PCs  at  work, 
security  issues  could  proliferate. 


ERE’S  a  new  secu¬ 
rity  consideration: 
choice  computing. 
As  we  prepare 
to  renegotiate  our  contract 
for  PCs,  our  new  CIO  sees 
a  chance  to  cut  costs.  He 
called  me  in  to  ask  my 
opinion  of  “bring  your  own 
PC,”  or  choice  computing. 
We  spend  a  lot  of  money 
buying  new  computers  for 
our  users  every  few  years, 
and  yet  most  of  them  would 
probably  like  to  use  the  PCs 
they  chose  for  themselves. 
Why  not  let  them  bring 
their  own  computers  to 
the  office?  he  wondered. 

We  would  save  hundreds 
of  dollars  per  month  per 
employee  in  support  costs, 
he  figured,  and  employees 
would  be  more  productive 
using  PCs  and  operating 
systems  they  like. 

Did  I  have  any  thoughts 
from  a  security  perspec¬ 
tive?  he  wanted  to  know. 
Oh,  yes,  just  a  few  dozen. 

I  began  to  explain  the 
complexities  beyond  se¬ 
curity,  including  support, 
privacy  and  legal  issues. 

First,  it  was  mind-bog¬ 
gling  to  ponder  the  sheer 
variety  of  computers  that 
would  live  on  our  network 
—  potentially  everything 


from  netbooks  to  quad- 
processor,  dual  power  sup¬ 
ply,  liquid-cooled  tower 
PCs.  We  are  primarily  a 
Windows  XP  environment, 
but  with  BYOPC,  our  net¬ 
work  could  end  up  hosting 
machines  running  Win¬ 
dows  7,  several  versions  of 
Mac  OS  and  all  the  various 
flavors  of  Linux  and  Unix. 

And  could  we  really  not 
support  those  machines?  If 
we  did,  our  support  costs 
would  likely  go  up,  not 
down.  Our  help  desk  staff¬ 
ers  would  have  to  expand 
their  operating  system  flu¬ 
ency  tremendously,  or  else 
we  would  have  to  open  the 
doors  to  an  influx  of  out¬ 
side  service  technicians. 

Next,  I  noted  that 
our  efforts  to  protect 
corporate  intellectual 
property  sometimes  re¬ 
sult  in  computer  forensic 
investigations.  Would  we 
have  the  right  to  check  an 
employee’s  private  PC?  A 
similar  issue  would  arise 
when  an  employee  left  the 
company,  taking  his  PC 

■  Did  I  have  any 
thoughts  from  a  se¬ 
curity  perspective? 
Just  a  few  dozen. 


home  with  him.  Would  we 
be  allowed  to  check  that 
PC  to  make  sure  it  had  no 
IP  on  it? 

And  then  there’s  the 
job  of  keeping  security 
patches  and  antivirus  soft¬ 
ware  up  to  date,  which 
is  already  difficult  in  our 
Windows  XP  world. 

JUST  IN  CASE 

I’m  still  not  sure  what  will 
happen  with  this  idea,  but 
I  have  started  putting  to¬ 
gether  my  requirements. 

First  and  foremost  is  the 
use  of  a  centrally  managed 
virtual  desktop.  I  will  not 
allow  any  PC  to  be  con¬ 
nected  to  our  network 
without  some  control. 

But  even  with  a  virtual 
desktop,  I  would  have  to 
be  sure  that  the  operating 
system  and  applications 
were  secure.  Patches 
would  need  to  be  current, 
and  antivirus  software 
would  need  to  be  installed 
and  maintained.  If  the  IT 
department  were  unwill¬ 
ing  to  take  on  that  task, 

I  would  recommend  the 
rollout  of  preauthorization 
network  access  control, 
which  would  force  devices 
to  pass  muster  before  they 
could  join  the  network. 


Trouble  i 
Ticket 

AT  ISSUE:  The  CIO  thinks 
having  employees  use 
their  own  PCs  will  save 
the  company  money. 

ACTION  PLAN:  This  idea 
has  a  lot  of  security  impli¬ 
cations.  Best  be  prepared. 

I 

I 

For  any  device  that  \ 

didn’t  comply  with  our 
patching,  antivirus  and 
other  security  polices,  we 
could  have  a  quarantine 
network,  where  users’  ma¬ 
chines  would  be  brought 
into  compliance  before  be-  ! 
ing  allowed  to  connect  to 
the  corporate  network. 

We  would  also  have  to 
ask  Legal  about  having  all 
employees  sign  a  docu¬ 
ment  permitting  us  to  in¬ 
vestigate  and  take  forensic 
action  on  PCs  belonging  to  J 
departing  employees  and 
users  suspected  of  engag¬ 
ing  in  illicit  activity,  such 
as  IP  theft. 

I 

And  we  would  want  to 
keep  all  current  monitor¬ 
ing  and  filtering  technolo¬ 
gies  in  place.  If  employees 
were  using  their  own  PCs, 
the  temptation  to  conduct 
personal  business  while 
they  were  at  work  might 
be  greater  than  ever,  but 
we  would  still  be  liable  for  • 

I 

any  activity  that 
occurred  on  the 

corporate  net-  0  JOIN  IN 

wnrif  To  join  in  the  discussions 

about  security,  go  to 

I’ll  be  talk-  I  computerwoiid.com/ 

ing  more  with  I  “"«*■*■*»» 

the  CIO  and 

industry  colleagues,  and  I 
suspect  that  I  will  add  to 
my  list  of  considerations.  If 
you  have  any  suggestions, 
please  let  me  know.  ■ 

This  week’s  journal  is  writ¬ 
ten  by  a  real  security  man¬ 
ager,  “Mathias  Thurman,” 
whose  name  and  employer 
have  been  disguised  for 
obvious  reasons.  Contact  ! 
him  at  mathias_thurman@ 
yahoo.com.  , 
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m  OPINION 

Paul  M.  Ingevaldson 

: 
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* 

i  Preserving  Our 
i  lech  Competence 

HANGE  IS  COMING  to  IT.  That’s  hardly  a 
news  bulletin.  The  question  that  interests  me  is 
whether  the  U.S.  will  have  the  trained  people  it 
will  need  for  dealing  with  the  coming  changes. 

I’ve  been  in  IT  for  more 
than  40  years.  In  some 
ways,  that’s  a  brief  period 
of  time,  considering  that 
since  my  days  as  a  unit 
record  operator,  I’ve  seen 
amazing  advancements 
like  IBM’s  System/360, 

PCs,  client/server,  the 
Internet,  wireless  commu¬ 
nication,  smartphones  and 
social  networking.  And  we 
aren’t  done  with  innova¬ 
tion  by  any  means. 

Some  of  the  latest  de¬ 
velopments  include  cloud 
computing  and  cheap  stor¬ 
age.  Those  that  are  on  the 
way  include  true  Internet 
ubiquity,  nanotechnology, 
biosensors  and  even  trans¬ 
humanism  (a  movement 
that  calls  for  the  use  of 
science  and  technology 
to  improve  human  mental 
and  physical  capacities). 

These  technologies  will 
challenge  us  to  adjust  our 
personal  and  working 
regimens  in  ways  that  we 
cannot  comprehend. 

Other  changes  have 


been  organizational.  I  have 
reservations  about  out¬ 
sourcing  and  offshoring, 
but  they  are  a  reality  of  the 
global  economy.  There’s 
no  going  back.  What 
we  have  to  recognize, 
though,  is  what  a  colossal 
mistake  it  would  be  to  let 
the  outsourcing  trend  go 
unchecked  until  nearly  ev¬ 
ery  technology  job  in  the 
world  is  located  outside  of 
the  U.S. 

This  is  going  to  be 
tricky,  because  the  offshor¬ 
ing  trend  feeds  on  itself. 

As  the  number  of  IT  jobs 
available  here  decreases, 
it  becomes  harder  to  at¬ 
tract  young  people  to  the 
profession.  Enrollment  in 
computer  science  courses 

■  I’m  not  a 
pessimist.  When 
I  try  to  envision 
what’s  in  store 
for  IT,  I  see  good 
things. 


in  the  U.S.  has  been  down 
for  years,  and  I’ve  even 
heard  IT  professionals, 
including  CIOs,  question 
whether  IT  is  a  profession 
they  would  recommend  to 
their  children. 

But  I’m  not  a  pessimist. 
In  fact,  when  I  try  to  envi¬ 
sion  what’s  in  store  for  IT, 

I  see  good  things. 

Yes,  the  “foreignization” 
of  parts  of  the  develop¬ 
ment  process  is  probably 
irreversible,  but  it  implies 
that  the  technologist  of  the 
future  will  be  a  technology 
adapter  who  determines 
how  to  harness  the  tools 
available  for  the  benefit  of 
the  corporation,  a  technol¬ 
ogy  trainer  who  helps  his 
business  colleagues  use 
emerging  technologies,  a 
thinker  like  Ray  Kurzweil 
and  not  a  skeptic  like  Nick 
Carr,  an  innovator  who 
uses  available  technologies 
to  enhance  the  competitive 
edge  of  the  corporation. 

Ultimately,  the  suc¬ 
cessful  corporation  of  the 


future  will  be  a  digital 
masterpiece  where  all 
parts  work  together,  and 
we  will  need  technologists 
to  make  it  all  work. 

Such  corporations  are 
going  to  need  smart,  tech- 
savvy  people  who  can  see 
the  future  and  who  have 
the  skills  to  implement 
it.  The  raw  materials  of 
such  a  cadre  of  profession¬ 
als  reside  in  a  generation 
that  has  grown  up  with 
computers,  using  them 
with  intuitive  ease  to  play 
games  and  get  information 
instantly.  We  must  chal¬ 
lenge  this  most  connected 
generation  in  history  to 
build  on  their  comfort 
with  technology  in  ways 
that  move  our  culture  and 
economy  forward. 

The  federal  government 
has  a  role  here.  It  must 
encourage  innovation  and 
promote  the  idea  that, 
because  technology  will 
continue  to  play  an  ever 
more  central  role  in  our 
lives,  we  cannot  afford  to 
fail  to  train  and  educate 
the  people  who  will  help 
make  this  happen. 

If  we  instead  rely  on 
other  countries  to  provide 
our  technology  compe¬ 
tence,  we  will  be  out¬ 
sourcing  our  future  and 
risking  one  of  our  greatest 
competitive  advantages 
in  this  fast-moving  global 
economy.  We  cannot  let 
that  happen.  ■ 

Paul  M.  Ingevaldson  retired 
as  CIO  of  Ace  Hardware  in 
2004  after  40  years  in  the 
IT  business.  You  can 
contact  him  at  ingepi@ 
aol.com  or  visit  his  Web 
site,  PaulIngevald$on.com. 


•  I 
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QtSearch 
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Instantly  Search  Terabytes  of  Text 


♦  25+  full-text  and  fielded  data  search  options 

♦  Built-in  file  parsers  and  converters  highlight  hits  in  popular  file  types 

♦  Spider  supports  static  and  dynamic  web  data;  highlights  hits  with 
links,  formatting  and  images  intact 

♦  API  supports  C++,  -NET,  Java,  SQL,  etc.  .NET  Spider  API. 

Includes  64-bit  (Win/Linux) 

♦  Fully-functional  evaluations  available 


ontent  extraction  only  licenses  also  available 


Bottom  line:  dtSearch  manages  a  terabyte  of  text  in  a  single  index 
and  returns  results  in  less  than  a  second"  —  InfoWorld 

dtSearch  "covers  all  data  sources  ...  powerful  Web-based  engines" 

—  eWEEK 

"Lightning  fast ...  performance  was  unmatched  by  any  other  product" 

—  Redmond  Magazine 

For  hundreds  more  reviews,  and  hundreds  of  developer 
case  studies,  see  www.dtSearch.com 


1-800-IT-FINDS  •  www.dtSearch.com 

*  The  Smart  Choice  for  Text  Retrieval*  since  1991 
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pick  the  topics.  pick  the  sources.  pick  the  frequency. 

E  jild  your  ov\  1  newsletter  fe  aturing  your  favorite  technology 
topics  —  cloud  computing,  application  development,  security  — ■ 
over  200  time  y  >pics,  from  morel  tan  )  trus  ed  sources. 


It's  free. 

www.tec  dispenser.co 


TECH  Q  DISPENSER 


;v:  to  r  •" 


Disturbingly  personal  newsletters-;' :  ' 

;v  I  ■■  M  : :  f 

■ '  t  *  '■  4  |  H  Sfe  { 

.  .  „•  .  a  *  it  -  V/t  V-. 

r :  '■  i.  /  <  vi  i  i  isii  ■  ■ 


MARCH  22,  2010  COMPUTERWORLD 


-  .iLUiM 


THERE’S  WORK 
IN  WASHINGTON 


One  employer  that  hasn’t  stopped  hiring 
throughout  the  economic  downturn  of 
the  past  couple  of  years  is  the  federal 

government.  Karol  Taylor  and  Janet  Ruck, 
who  this  year  released  a  fourth  edition  of  the  Guide  to  America’s  Federal 
Jobs,  note  that  one  thing  keeping  the  hiring  managers  at  federal  agen¬ 
cies  busy  is  the  rate  at  which  baby  boomers  are  retiring.  They  say  the 
government  expects  it  will  have  to  fill  193,000  critical-need  federal  jobs 
in  the  near  future  because  of  anticipated  retirements  throughout  its  aging 
workforce.  They  also  list  the  following  10  agencies  as  having  the  highest 
percentages  of  employees  projected  to  retire  by  2012,  based  on  data 
from  the  Office  of  Personnel  Management. 


Federal  Aviation  Administration 

EE3 

Department  of  Housing  and  Urban  Development 

Social  Security  Administration 

Education  Department 

22% 

Energy  Department 

National  Science  Foundation 

General  Services  Administration 

Interior  Department 

21% 

Labor  Department 

Treasury  Department 

21% 

r  i 


Percentages  of  college-bound  boys  and  girls,  respectively, 
who  rated  computer  science  as  a  “very  good”  career  choice. 


SURVEY’bF  1  406  COLLEGE  BOUND  TEENS  BY  1  HE  ASSOCIATION 
;  T  /•  FQR'  CpMrM‘4ttNOvMAn^lf7CT^Y  AND  THE  WGBM  EDUCAtfONA-L  FOUNDATION.  LATE  2008 


■  ASK  A  PREMIER  100  IT  LEADER 


William 
C.  Brown 

The  CIO  at 

Iron  Mountain 


answers  questions  about 
working  for  a  large  enter- 
3rise  and  moving  into  a 
eadership  position. 


After  I  graduated  in  2007, 

I  signed  up  with  a  big  com¬ 
pany  that  has  a  huge  IT 
department.  Everyone  said 
it  was  a  smart  move,  be¬ 
cause  it’s  a  great  company 
with  great  benefits.  All  true. 
But  I  feel  stifled,  doing  the 
same  things  day  after  day.  I 
feel  like  a  smaller  company 
would  give  me  a  chance  to 
do  a  lot  more  and  would  be 
more  interesting,  though 
the  hours  could  be  longer 
and  the  benefits  package 
slimmer.  Would  it 
be  crazy  to  try  a 
change  like  that 
in  the  current 
economy?  As  some¬ 
one  who  has  worked 

in  both  large  and  small  ^ _ 

companies,  I  can  tell  you  that 
there  are  benefits  and  challenges 
in  both  environments.  Before  you 
jump,  though,  make  sure  you've 
exhausted  every  opportunity  at 
your  current  company. 

If  you  feel  like  you  have  mas¬ 
tered  your  current  responsibilities, 
are  you  finding  opportunities  to 
contribute  or  make  improvements 
in  related  areas?  Speak  with  your 
manager.  Tell  him  or  her  that  you’d 
like  to  contribute  more,  and  ask 
where  help  may  be  needed.  Is 
there  an  innovation  or  optimization 
project,  for  example,  that  you  can 
get  passionate  about?  Although 
the  economy  is  challenging,  com¬ 
panies’  current  hyperfocus  on  ROI 


If  you  have  a  question 
for  one  of  our  Premier 
100  IT  Leaders,  send 

ittoaskaleader® 

computerworld.com, 

and  watch  for  this 
column  each  month. 


means  there  are  some  exciting 
opportunities  for  IT  to  help  improve 
businesses’  performance. 

I  am  the  head  of  software 
development  at  a  large 
company,  and  in  the  past 
I  have  worked  in  almost 
every  aspect  of  applica¬ 
tion  development.  I’m  now 
in  charge  of  a  very  large 
group  and  have  enjoyed  the 
management  aspects  of  the 
job.  I’m  starting  to  think  I’d 
like  to  move  higher  in  man¬ 
agement,  perhaps 
even  becoming 
a  CIO.  How  best 
could  I  broaden  my 
experience  base  to 
prepare  for  such 
a  move?  The  key 
to  growing  into  a  senior  leader¬ 
ship  role  is  to  gain  a  broader 
understanding  of  how  IT  impacts 
business  strategy  and  operations. 
Your  role  in  application  manage¬ 
ment  may  allow  you  to  consider  a 
role  in  IT  infrastructure  or  IT  port¬ 
folio  management,  two  functions 
where  you  could  begin  to  develop 
this  larger  business  knowledge. 

In  addition,  many  companies  are 
investing  in  capabilities  to  improve 
their  business  processes  as  a  way 
to  further  leverage  IT  resources. 
These  roles  are  often  located  in 
the  business  units  and  offer  a 
great  way  to  learn  the  operations 
of  the  company  and  the  effect  IT 
has  on  them.  ^ 
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IT  careers 


ATTENTION... 

Law  Firms 
IT  Consultants 
Staffing  Agencies 


Are  you  frequently 
placing  legal  or 
immigration  advertisements? 

Let  us  help  you  put 
together  a  cost-effective 
program  that  will  make  this  time- 
consuming  task  a 
little  easier! 


Place  your 

Labor  Certification  Ads 
here! 


For  more  informa¬ 
tion  contact  us  at: 


800.762.2977 


it  careers 


Sr.  Programmer  Analyst  (New 


York)  NY  based  Pharmacy 


Firm,  Develop  and  write  com¬ 


puter  programs.  Modify  com¬ 


puter  applications  software. 


Apply  in  duplicate  to  Pranaya 


Pharmacy,  Inc.,  586,  Lenox 


Avenue,  New  York,  NY  10037. 


Westfield  LLC  seeks  IT  Server 
Manager  in  Los  Angeles,  CA.  BS 
in  Comp  Sci,  Comp  Ntwrks  or 
Electrical  Eng  +  5  yrs  exp  in  job 
offered  or  as  Sys  Administrator/ 
Sr  Server  Eng,  or  MS  +  3  yrs 
exp.  Reqd  skills:  data  center 
design,  migration,  admin;  storage 
area  ntwrk  design,  implemen¬ 
tation  &  fiber  connectivity;  ntwrk 
blade  chassis;  hi-perf  computing, 
clustering;  backup  tech;  ntwrk 
device  configuration;  3-tier  archi¬ 
tecture  design  &  perf  tuning; 
EMC  storage,  Linux/Windows/ 
HP-UX;  virtualization  Desktop 
Infra.  w/VM  ware.  CCNP  cert, 
reqd.  Mail  resume:  11 601  Wilshire 
Blvd.,  Los  Angeles,  CA  90025, 
attn  HR.  Ref  job  #IT459. _ 


Sacramento,  CA  based  IT  firm 
seeks  Technical  Recruiter, 
Account  Managers,  Jr.  Lvl  posi¬ 
tions  Programmer  Analysts,  S/W 
Eng,  Sys  Analysts,  Business 
Analyst.  Sr.  Lvl  positions  Sr.  S/ 
W  Eng,  Sr.  Programmer 
Analysts,  Sr.  Business  Analyst. 
Mail  resume  to  The  HR,  KBS 
Inc,  4208  N  Freeway  Blvd,  Ste 
120,  Sacramento,  CA-95834 


Scalar  USA-  IT  Solutions  and 
Consulting  firm  located  in  IL  has 
multiple  openings  for  IT  profes¬ 
sionals  to  serve  multiple  clients 
throughout  U.S.  Specific  skill  sets 
needed  include:  .Net  developers 
JO-010,  J2EE  developers  JO- 
020,  Oracle  EBS  JO-030,  SAP 
JO-050,  &  Quality  Assurance 
Performance  Engineers. 

Positions  require  B.S.  degree  in 
related  field  &  exp.  w /  specific 
skill  sets.  Some  sr.  level  posi¬ 
tions  available.  Some  positions 
require  grad.  degrees. 
Competitive  salaries.  Must  be 
willing  to  travel/relocate.  Send 
resume  to:  jobs@scalarusa.com. 
Refer  to  specific  JO#  for  consid¬ 
eration.  Applicants  must  have 
authority  to  work  permanently  in 
U.S. 


Programmer  Analyst  needed  for 
(Middlesex)  NJ  based  IT  firm  to 
Design,  develop,  create  &  modify 
computer  applications  software 
and/or  specialized  utility  pro¬ 
grams.  Analyze  user  needs  & 
develop  software  solutions. 
Design  or  customize  software  for 
client  use  with  the  aim  of  optimiz¬ 
ing  operational  efficiency.  Will 
use  Oracle,  Visual  Basic,  Unix, 
and  Sun  Solaris.  Apply  w/2  cop¬ 
ies  of  resume  to  HR,  Vaptech, 
Inc,  15  Corporate  Place  South 
Suite  #  201,  Piscataway,  NJ 
08854. 


Computer  Professionals  needed 
(Somerset,  NJ):  Jr.  Level  posi¬ 
tions  -  Programmer  Analysts  and 
Systems  Analyst:  Design, 

develop,  test,  create  &  modify 
computer  applications  software. 
Analyze  user  needs  and  develop 
software  solutions.  Sr.  Level 
positions  -  IT  Managers,  Sr.  SW. 
Engineers,  Sr.  Programmer 
Analysts  to  Plan,  direct  or  coor¬ 
dinate  activities  in  such  fields  as 
EDP,  information  systems,  sys¬ 
tems  analysis,  business  analysis 
&  computer  programming.  Apply 
W/2  copies  of  resume  to  22nd 
Century  Technologies,  Inc.  2 
Executive  Drive,  Suite  #  230, 
Somerset,  NJ  08873. 


C/5 

Lh 

Searching  for  diverse  IT  Talent? 

<D 

Let  Computerworld  IT  careers  put  your 

<D 

recruitment  message  in  front  of  over 

03 

1,400,000  qualified  IT  professionals! 

O 

Contact  sales  for  details 

H 

at  800  762  2977 

Senior  Software  Engineer/Project 
Leader  (Glenview,  IL):  Position 
requires:  proven  record  of  deliv¬ 
ering  high  performance  multi¬ 
threaded  applications  for  finan¬ 
cial  industry;  excellent  knowledge 
of  C#„  Net  2.0,  GUI,  MS  SQL 
Server,  C++  on  Linux  and 
Windows  platforms,  communi¬ 
cation  protocols;  excellent  com¬ 
munication  and  leadership  skills, 
experience  in  coordinating  activi¬ 
ties  of  distributed  software  devel¬ 
opment  team;  ability  to  work  in 
aggressive,  dynamic  environ¬ 
ment  under  stress  with  little 
supervision;  comprehensive 
knowledge  of  the  following  areas 
is  required:  exchange  and  dark 
pool  connectivity,  integration  with 
trade  report  facilities  (TRF),  FIX 
protocol;  order  routing;  order 
matching,  FINFtA  OATS  report¬ 
ing.  Requires10+  years  of  pro¬ 
fessional  software  development 
experience,  5+  years  developing 
financial  applications.  Fax 
resume  to  Argo  Se,  Inc:  866  466 
6356 


Research  In  Motion  Corporation 
(US),  Rolling  Meadows,  IL,  posi¬ 
tions  are  available: 

Interoperability  Test  Specialist  - 
IL4018 

Audio  Hardware  Designer  - 
IL4017 

Research  In  Motion  Corporation 
(US),  Bellevue,  WA,  positions  are 
available: 

Software  Testing  Specialist  - 
WA4019 

Research  In  Motion  Corporation 
(US),  Irving,  TX,  positions  are 
available:Embedded  Software 
Developer  -  TX40 1 6 
Research  In  Motion  Corporation 
(US),  Sunrise,  FL,  positions  are 
available: 

IOT  Specialist  -  FL4020 
Submit  resume  to  Research  In 
Motion  Corporation  (US),  to  RO. 
Box  141394,  Irving,  TX,  75014- 
1394  U.S. A.  referencing  appro¬ 
priate  job  title  and  requisition 
number. 


Sr.  Software  Engineers: 
Research,  design,  dev.,  code  & 
test  computer  s/w  systems,  sup¬ 
port  &  maintain  existing  appli¬ 
cations  &  systems  to  determine 
potential  areas  for  change  & 
improvements.  Analyze  user 
needs,  develop  s/w  solutions  & 
perform  unit  tests  etc.  Sr. 
Programmer  Analysts:  Design, 
develop,  code  &  modify  comp, 
applications  s/w  &  specialized 
utility  programs.  Analyze  user 
needs.  Co-ordinate  the  instal¬ 
lation,  configuration  &  admin,  of 
comp,  programs  &  systems  etc. 
Programmer  Analysts  &  Systems 
Analysts:  Design,  develop,  test, 
create  &  modify  comp,  appli¬ 
cations  s/w  &  sp.  utility  programs. 
Analyze  user  needs,  data  gath¬ 
ering,  maintain  &  troubleshoot 
etc.  Apply  w/2  copies  of  resume 
to  HR,  Paradigm  Infotech,  Inc. 
8830  Stanford  Blvd  Ste#312, 
Columbia,  MD  21045.  We  are 
Equal  opportunity  employer.  We 
will  not  discriminate  on  the  basis 
of  age. _ 
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Shamank 

TRUE  TALES  OF  IT  LIFE  AS  TOLD  TO  SHARKY 


Big  Savings,  on  Paper 

At  a  big  paper  plant,  the  order 
comes  down  for  belts  to  be 
tightened  -  and  one  of  the 
people  who  is  squeezed  out  is 
this  pilot  fish.  Fast-forward 
six  months:  “I  get  a  call 
from  my  former  company  ,” 
fish  says.  “They’re  having 
a  problem  with  a  new  large 
printer  for  an  automated  label 
system.”  Turns  out  the  printer 
hasn’t  been  working  for  three 
weeks  and  the  IT  staff  has 
tried  everything,  including 
paying  for  an  IBM  tech  to 
come  to  the  plant  to  work  on 
it.  “I  give  them  a  price  for  me 
to  come  in  that  would  cover  a 
few  days  of  work,”  says  fish. 
“I  get  into  the  plant  and  work 
on  the  printer  for  about  three 
hours  and  it’s  printing  fine. 


I  then  spend  an  hour  testing 
and  saying  hi  to  all  my  old 
friends.  While  the  system  was 
down  for  three  weeks  and  a 
whole  IT  staff  was  trying  to 
fix  it,  the  plant  had  to  have 
a  extra  guy  on  overtime  for 
every  shift.  Cost  to  the  plant: 
$40,000  -  plus  IT’s  time, 
plus  IBM’s  charges  and  my 
charges.  If  they  had  kept  me 
on  staff,  they  would  saved 
money.” 

Well,  Yes,  but . . . 

User:  “I  can’t  seem  to  change 
my  password.”  Help  desk 
pilot  fish:  Your  new  password 
needs  to  contain  letters,  num¬ 
bers  and  punctuation.  Do  not 
use  any  words  that  you’d  find 
in  a  dictionary.  User:  “OK. 
(Pause.)  No,  it  still  won’t  let 


me  change  it.”  Fish:  What’s 
the  password  you’re  trying  to 
use?  User:  “April.”  Fish:  April 
is  a  word.  User:  “No,  it’s  not, 
it’s  a  month!” 

Problem  Identified 

This  IT  tech  pilot  fish  works 
in  a  factory  that  makes  loud¬ 
speakers,  and  one  day  an 
engineer  comes  in  frantically 
looking  for  help.  “He  was 
exclaiming  that  I  had  to  help 
him,  as  his  laptop  had  stopped 
working  while  he  was  in  the 
warehouse  testing  an  applica¬ 
tion,”  says  fish.  “I  followed 
him  to  the  warehouse  and  he 
took  me  to  where  he  had  set 
his  laptop  up  on  a  pallet  -  a 
pallet  of  boxes  full  of  heavy- 
duty  magnets  that  were 
labeled  with  warnings  about 
intense  magnetic  fields.” 

Deploy . . .  What? 

Consultant  pilot  fish  works 
in  IT  operations  for  a  very  big 
client.  “One  day,  one  of  the 
project  management  types 
stops  by  my  cubicle,”  says 


fish.  “He  says  upper  man¬ 
agement  wants  some  new 
configurations  deployed  to  all 
workstations.  No  problem, 

I  tell  him  -  we  just  need  to 
get  the  engineering  group  to 
write  a  program  to  make  the 
changes.  (Remember,  this  is 
a  very  big  client.)  Not  good 
enough,  says  project  manager. 
This  is  a  directive  from  man¬ 
agement.  We  can  bypass  the 
engineering  step.  Soooo . . . 
you  want  Operations  to  deploy 
the  program  that  engineering 
does  not  need  to  create?” 

■  Sharky  can’t  deploy  your  true 
tale  of  IT  life  until  you  send  it 
to  sharky@computerworld.com. 
I’ll  file  off  the  identifying 
marks,  and  you’ll  snag  a 
snazzy  Shark  shirt  if  I  use  it. 


©  TIRED  OF  BUNOLINO  BOSSES 

and  clueless  co-workers? 

Swim  on  over  to  Shark  Bait 
and  share  your  tales  of  woe. 

sharkbait.computerworld.com 

©  CHECK  OUT  Sharky's  blog,  browse  the 
Sharkives  and  sign  up  for  Shark  Tank  home 
delivery  at  computerworld.com/sharky. 
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■  OPINION 


Love  Your  Users 


IN  NOVEMBER  2009,  a  pharmacist  working  for  the 

Department  of  Veterans  Affairs  was  checking  a  patient’s 
prescription  information,  using  a  portal  to  the  Defense 
Department’s  health  records  system.  But  something  was 
clearly  wrong:  The  records  said  the  female  patient  had  been 
prescribed  vardenafil  —  a  drug  for  treating  impotence. 


Vardenafil  is  the  generic 
name  for  Levitra,  and  wom¬ 
en  aren’t  supposed  to  use  it. 

According  to  the  online 
newsletter  “NextGov,” 
which  first  reported  the 
story,  the  VA  pharmacist 
then  checked  with  the 
medical  facility  where  the 
drug  was  supposedly  pre¬ 
scribed.  The  pharmacist’s 
suspicion  was  confirmed: 
The  information  was 
wrong.  The  health-records 
query  had  returned  anoth¬ 
er  patient’s  information. 

Now  that’s  a  prescrip¬ 
tion  for  catastrophe. 

Scary,  no?  It  gets  scarier. 
According  to  the  VA,  the 
pharmacist  quickly  re¬ 
ported  the  problem  and 
even  sent  along  a  hard¬ 
copy  printout.  But  the 
bug  turned  out  to  be  very 
difficult  for  VA  techs  to 
reproduce.  And  a  work¬ 
around  —  repeating  the 
query  when  suspect  re¬ 
sults  appeared  —  proved 
to  be  unreliable.  So  on 
March  1,  the  VA  cut  off  all 


remote  electronic  access  to 
that  DOD  medical  records 
system. 

As  of  mid-March,  that 
access  was  still  cut  off.  The 
first  problem  has  been  fixed 
(it  was  due  to  multiple  in¬ 
stances  of  a  unique  identi¬ 
fier,  which  only  showed  up 
at  peak-traffic  times).  But 
another,  thornier  glitch  has 
turned  up  —  and  this  one 
yields  incomplete  patient 
data,  which  is  almost  as 
dangerous  as  incorrect 
data.  Until  it’s  fixed,  the 
portal  stays  offline. 

Fortunately,  the  health 
records  database  itself  was 
not  damaged.  Medical  rec¬ 
ords  are  still  available  to 
VA  doctors  by  phone,  fax 
and  e-mail  and  on  paper. 

■  We  need  to  listen 
to  our  users.  And 
keep  listening, 
even  when  we 
think  we’ve  heard 
all  they  have  to  say. 


No  patients  were  reported 
harmed  by  the  glitch, 
which  affected  an  estimat¬ 
ed  1%  of  medical-records 
queries  through  the  portal. 

Most  important,  there 
was  no  catastrophe  — 
thanks  largely  to  one 
quick-thinking  user. 

It’s  cases  like  this  one 
that  remind  us  how  much 
we  should  love  our  users. 
And  listen  to  them.  And 
keep  listening,  even  when 
we  think  we’ve  heard  all 
they  have  to  say. 

Yes,  users  also  burn  up 
a  lot  of  our  time  with  pass¬ 
word  resets,  downloaded 
malware  and  simple  dumb¬ 
ness.  We  could  cheerfully 
strangle  them  for  things 
like  that. 

But  some  users,  at  least, 
have  eyes,  ears  and  brains 
that  can  be  IT’s  first  line  of 
defense  against  problems 
that  we  wouldn’t  spot  our¬ 
selves  until  it  was  too  late. 

Users  see  things  we 
don’t  —  performance 
problems,  unreproducible 


glitches,  oddball  behav¬ 
ior.  They  know  how  our 
systems  should  work  from 
years  of  using  them.  They 
also  know  their  jobs;  they 
have  domain  knowledge 
that  lets  them  spot  things 
that  just  can’t  be  right, 
even  if  the  system  seems 
to  be  operating  to  spec. 

After  all,  it  wasn’t  some¬ 
one  from  IT  who  discov¬ 
ered  that  the  VA-Pentagon 
portal  was  delivering  the 
wrong  data.  It  wasn’t  a 
database  administrator 
poring  over  system  logs,  or 
an  operations  guy  alerted 
by  a  monitoring  system. 

It  was  a  user.  He  likely 
didn’t  know  why  some¬ 
thing  had  gone  wrong  with 
the  system.  But  he  knew  his 
job,  and  he  knew  that  the 
data  the  system  was  giving 
him  didn’t  look  right. 

He  checked  it  out.  He 
confirmed  that  there  was 
a  problem.  He  raised  the 
alarm. 

And  for  the  VA’s  IT  staff, 
that  paid  off  big. 

Look,  even  in  these 
budget-strapped  days,  IT 
has  to  maintain  some  huge, 
incredibly  complex  sys¬ 
tems.  Company  survival 
—  even  human  lives  —  can 
depend  on  keeping  them 
working  right.  We  need  all 
the  help  we  can  get. 

So  use  those  users.  Lis¬ 
ten  to  them.  Even  encour¬ 
age  them. 

Because  a  user  might  be 
the  only  thing  standing  be¬ 
tween  IT  and  catastrophe.  ■ 
Frank  Hayes  has  been  cov¬ 
ering  the  intersection  of 
business  and  IT  for  three 
decades.  Contact  him  at 
cw@frankhayes.com. 
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Out  with  the  old.  In  with  the  affordable. 


Did  you  know?  By  replacing  your  aging  servers  with  IBM®  System  x3650  M2  Express®  servers  powered 
by  the  Intel®  Xeon®  processor  5500  series,  you  could  dramatically  lower  your  IT  operating  expenses. 
Here’s  how:  1.  With  more  computing  power,  you  can  run  your  applications  on  fewer  servers.  2.  Running 
fewer  servers  means  reducing  software  licensing  fees.  3.  Enhanced  systems  management  helps  lower 
operational  costs.  4.  New  energy-efficient  servers  reduce  power  consumption  and  cooling  costs.  Doing 
more  with  less  has  never  been  so  important.  And  thanks  to  the  people  and  Business  Partners  of  IBM, 
it’s  never  been  easier.  Learn  how  IBM  System  x®  could  help  you  see  a  return  on  investment  in  as  little 
as  three  months1  at  ibm.com/systems/3monthroi 


Powerful. 

Intelligent. 

V  J 


IBM  System  x3650  M2  Express 

$3,439 

or  $87/month  for  36  months2 


IBM  System  x3250  M3  Express 


$1,535 

or  $39/month  for  36  months2 


PN:  794764U 

Featuring  up  to  2  Intel®  Xeon®  x5540  processors  (2.53  GHz) 
16  DIMM  sockets  1333  MHz  DDR-3  RDIMMs  (128  GB  max) 


PN: 4252E1U 

Featuring  Intel®  Xeon®  x3450  processor  (2.67  GHz),  2x2  GB  Open  Bay  with  MultiBurner 

DDR-3  ECC  memory,  up  to  1333  MHz;  1  GB,  2GB  and  4  GB  UDIMMs,  16  GB 
UDIMM  max;3 1  GB,  2  GB,  4  GB  and  8  GB  RDIMMs;  32  GB  RDIMM  max3 


IBM  System  Storage™  DS3400  Express 


$9,295 

or  $235/month  for  36  months2 


PN: 172642X 

External  disk  storage  with  4  Gbps  Fibre  Channel  interface  technology 

Scalable  to  3.6  TB  of  storage  capacity  with  300  GB  hot-swappable  SAS  HDDs 
or  up  to  9  TB  of  storage  capacity  with  750  GB  hot-swappable  SATA  HDDs 


Try  the  IBM  Systems  Consolidation 
Evaluation  Tool  today 

Learn  how  IBM  System  x  could  help  you  see  a 
return  on  investment  in  as  little  as  three  months: 

ibm.com/systems/3monthroi 
1  866-872-3902  (mention  6N8AH26A) 


® 


To  learn  how  the  return  on  investment  was  calculated,  visit  ibm.com/systems/xioi.  4BM  Global  Financing  offerings  are  provided  through  IBM  Credii  LLC  in  the  United  States  and  other  IBM  subsidiaries  and  divisions  worldwide  to  qualified  commercial 
and  government  customers.  Monthly  payments  provided  are  for  planning  purposes  only  and  may  vary  based  on  your  credii  and  other  (actors  Lease  otter  provided  is  based  on  an  FMV  lease  of  36  monthly  payments.  Otter  restrictions  may  apply  Rates  and 
offerings  are  subject  to  change,  extension  or  withdrawal  without  notice.  ^Maximum  UDIMM  support  for  16  GB  when  4  GB  DIMMs  are  available  1 Q  2010,  and  maximum  RDIMM  support  for  32  GB  when  8  GB  DlMMs  are  available  10  2010.  IBM  hardware 
products  are  manufactured  Irom  new  parts  or  new  and  serviceable  used  parts.  Regardless,  our  warranty  terms  apply  For  a  copy  ot  applicable  product  warranties,  visit  http://www.ibm.com/servers/support/n1achine_w3rrannes.  IBM  makes  no  representation 
or  warranty  regarding  third-party  products  or  services.  IBM,  the  IBM  logo.  System  Storage  and  System  x  are  registered  trademarks  or  trademarks  of  International  Business  Machines  Corporation  in  the  United  States  and/or  other  countries.  For  a  complete 
list  of  IBM  trademarks,  see  www.ibm.com/legal/copytrade.shtml.  Intel,  the  Intel  logo,  Xeon  and  Xeon  Inside  are  trademarks  of  Intel  Corporation  in  the  U.S.  and  otter  countries.  Ail  other  products  may  be  trademarks  or  registered  trademarks  of  their  respective 
companies.  All  prices  and  savings  estimates  are  subject  to  change  without  notice,  may  vary  according  to  configuration,  are  based  upon  IBM's  estimated  retail  selling  prices  as  of  10/2/09  and  may  not  include  storage,  hard  drive,  operating  system  or  other 
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